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Abstract
The purpose of this dissertation was to examine level of burnout and the employee perceptions
among student affairs professionals (SAPs) in the Mid-Atlantic Northeast Region of the United
States. The Maslach Burnout Inventory (MBI) and the Areas of Worklife Survey (AWS)
collectively known as the Maslach Burnout Toolkit was electronically completed by 323 student
affairs professionals at institutions located in the Mid-Atlantic region of the United States. The
research designs utilized demographic and inferential statistics including Pearson Product
Moment correlations. The response rate was high enough to make statistically significant
associations. The scores obtained from the MBI and AWS subscales were compared overall and
along six independent variables including workload, reward, functional position, length of time
in student affairs, institutional type, functional position, geographic regional affiliation, and
length of time in current role. The MBI results suggested moderate to high levels of exhaustion
and depersonalization among the student affairs professionals who participated in this study.
Average levels of burnout were found on emotional exhaustion and depersonalization related to
both workload and reward. Similar to earlier anchor studies, women experienced higher levels of
burnout compared to men, and burnout levels were higher among SAPs within their first five
years of service compared to senior SAPs. Burnout levels decreased with years of service in
student affairs and age. Collectively the respondents indicated high levels of personal
accomplishment indicating SAPs’ commitment to professional development. Residence Life and
Student Activities SAPs indicated higher scores on the MBI subscales suggesting higher levels
of burnout in these functional positions. Lower scores on the MBI depersonalization subscale
were found in midlevel and senior SAPs. The study supported the need for continuing research in
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burnout and exhaustion of SAP’s and for development of supervision and mentorship throughout
SAP’s careers.
Keywords: student affairs professionals, burnout, student affairs professionals and
burnout, higher education, student affairs and job satisfaction, student affairs and compassion
fatigue, student affairs and attrition, job satisfaction, workload, Maslach’s Burnout Inventory,
Title IX and burnout, CAS standards and burnout, student services, and college student services
and workload
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Chapter 1: Introduction
Student affairs is a critical component of the higher education experience on college and
university campuses throughout the United States (Dinise-Halter, 2017; Marshall et al., 2016).
According to Holzweiss and Parrott (2017), student affairs is an organized profession unique to
U.S. higher education, with roots dating back to the colonial colleges of the 1600s. Student
Affairs Professionals (SAPs) are committed to assisting students with their personal growth and
exploration (National Association of Student Personnel Administrators [NASPA], 2020a). Also,
SAPs manage a diverse workload to support the students they serve through counseling,
advising, coordinating significant events, performing assessments, tracking retention outcomes,
and dealing with mental health crises (Daut, 2016; Tull, 2014; Wilk, 2016). The expectations
placed on institutions of higher education are changing. According to Zackal (2020), nationally,
students have increased sharing their experiences with trauma and look to SAPs, faculty, Title IX
administrators, and others to assist them. With increased accountability placed on higher
education institutions for purposes of retention, compliance, and ethical implications, SAPs are
supporting students at higher rates. Over time, however, the field of student affairs began to
place unrealistic work demands on its professionals (Tull, 2014). As a result, SAPs are
experiencing increased levels of stress, job dissatisfaction, and burnout resulting in high job
attrition and burnout in the field of student affairs (Blake & Jakeman, 2014; Dinise-Halter, 2017;
Marshall et al., 2016; Mullen et al., 2018; Tull, 2014; Wilk, 2016). A quantitative, correlational
design was selected to assess the relationship in burnout levels among SAPs who work at
different institution types in the Northeast Mid-Atlantic region of the United States of America.
Chapter 1 of this dissertation contains the statement of practice, the purpose of the study,
and research questions. The chapter concludes with key terms, definitions, and a summary.
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Chapter 2 will introduce the theoretical framework and provide an in-depth review of the
literature.
Statement of the Problem
SAPs continue to experience increased levels of stress and exhaustion in their roles
within the field of student affairs (Jakeman & Silver, 2014; Zackal, 2020). Fiscal difficulties
have led to staff reductions of critical student affairs positions (Ruben & De Lisi, 2017), leaving
a significant burden on those SAPs left behind (Marshall et al., 2016; Wilk, 2016). SAPs
operationally support colleges and universities by performing essential tasks such as advising
students, responding to crises (e.g., mental health and suicide), and coordinating large-scale
events (Mullen et al., 2018; NASPA, 2020a). According to Galloway-Burke et al. (2016), due to
the changing profile of students, the competitive nature of postsecondary education, and
unrealistic work demands, SAP burnout is steadily increasing. Schwartz and Stewart (2017)
reflected explicitly on the current challenges facing student affairs, which include (a) increased
student diversity, (b) the higher costs and reduced funding to higher education, and (c) the
pressures to adapt the business model for efficiency. According to the College and University
Professional Association for Human Resources (CUPA-HR), increased student diversity requires
SAPs to develop new and innovative ways to engage and support the cross-sectional population.
The Council for the Advancement of Standards in Higher Education’s (CAS) purpose is
to develop, engage, and promote mutually agreed upon best practices in higher education. CAS
represents more than 115,000 higher education and SAPs, including more than 40 professional
development organizations. CAS has developed a rubric and cross-functional framework,
establishing standards, guidelines, and best practices for working with diverse student
populations. As of 2019, there are 45 sets of CAS functional area standards (CAS, 2019). In
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2015 and 2019, CAS made significant revisions to several functional areas, resulting in a
substantial impact on SAP burnout.
Consequently, the reduction of funding to higher education has reshaped how
underresourced and underserved student populations are attending colleges and universities
(Pritchard & McChesney, 2018). For example, an increased number of historically
underrepresented students are attending, both full and part-time, and have presented unique
challenges for SAPs to resolve. The challenges include an inadequate amount of staff to support
the students and reductions in departmental budgets. Lastly, SAPs are combating the ongoing
pressure from critics of functional job training versus holistic student development, which
underpins the student affairs profession (Pritchard & McChesney, 2018). SAPs have scrambled
to respond to the challenges facing higher education while feverishly seeking to remain
connected to the changing student demographic (Desrochers & Hulburt, 2016). SAP burnout is
defined as prolonged exposure to excessive work hours, job dissatisfaction, and emotional
exhaustion, leaving individuals feeling drained and disconnected from both their role and the
students they serve (Marshall et al., 2016; Mullen et al., 2018). The problem is SAP burnout
continues to be the leading reason why SAPs exit the field (Dinise-Halter, 2017; Tull, 2014),
perpetuating the crisis known as SAP attrition (Mullen et al., 2018; Stark & Weinbaum, 2018).
Researchers have explored factors leading to SAP burnout and the reasons for departure, which
include (a) supervisory issues, (b) lack of perceived mentoring, (c) excessive work demands, (d)
inadequate professional development, and (e) unrealistic expectations (Hirschy et al., 2015;
Shupp & Arminio, 2012). Vaughn (2016) and other researchers have explored SAP burnout in
the Midwest and Southeast regions of the country and recommended further research of regions
because there is a need to determine if any specific region of the United States has a stronger
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association to SAP burnout. Moreover, there is a need for further research of SAPs, specifically
those working in the Northeast Mid-Atlantic region, due to the limited studies of SAPs (Vaughn,
2016), the recent cuts to higher education funding in this area, and the costs of educating the
changing, underprepared demographics seeking higher education (Ruben & De Lisi, 2017).
Purpose of the Study
The purpose of this study was to determine if a statistically significant association exists
between factors of burnout as defined by (a) emotional exhaustion, (b) depersonalization, and (c)
a lack of personal accomplishment experienced in SAPs of the Mid-Atlantic region and whether
the presence of burnout compared to SAPs of the Mid-Atlantic and other regions of the United
States. Data provide descriptive statistics, inferential statistics, correlations of emotional
exhaustion levels, depersonalization, lack of personal accomplishment in contrast to functional
position, years of student affairs services, and institutional type. Also, the data provide
correlations to the normative data that have been published in the most recent version of the
Maslach Burnout Inventory – Educators Survey (MBI-ES) and the Areas of Worklife Survey
(AWS; Maslach, 2019) and to identify the prevalence of burnout amongst SAPs of the MidAtlantic region to assist SAPs.
A correlational study was used to determine if a statistically significant association
existed between burnout levels and SAPs employed at higher education institutions in the MidAtlantic region of the United States. The data were gathered using the MBI-ES and the AWS
collectively known as the “Maslach Burnout Toolkit.” The toolkit is designed to assess levels of
burnout and employee perceptions among the SAPs who participated in the study.
The Maslach Burnout Toolkit was offered to members of N.J. Title IX (NJ TIX)
Administrators Working Group and members of the National Association of Student Affairs
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Professionals (NASPA) Region II general membership. The N.J. Title IX Administrators
Working Group is a professional development organization for SAPs who oversee student Title
IX and equity-related matters in New Jersey and the New York metropolitan area. The NJ Title
IX administrators meet quarterly to remain abreast of the current Title IX legislature and best
practices.
NASPA Region II is a regional professional development organization dedicated to
promoting the student affairs vocation by providing opportunities for professional development
and training. The NASPA Region II territory in the continental United States includes Delaware,
Maryland, New Jersey, New York, Pennsylvania, Washington, D.C., and West Virginia. Also,
NASPA Region II represents Puerto Rico and the Virgin Islands.
Research Questions
The research questions helped align the focus and purpose of this study. According to
Maslach and Leiter (2008), the MBI-ES measures the dimensions of burnout, including (a)
emotional exhaustion, (b) depersonalization, and (c) a lack of personal accomplishment. The
AWS assesses the six factors of the work environment including (a) workload, (b) community,
(c) fairness, (d) values, (e) reward, and (f) control. The main research question with subquestions
explored in this study is outlined below. The research question is: What is the statistically
significant association between dimensions of burnout measured by the MBI-ES and workload
and reward as measured by the AWS among SAPs employed at Mid-Atlantic regions of the
United States?
The Pearson Coefficient test was conducted to determine the statistically significant
association between the variables. The dependent variable is burnout, defined by dimensions of
emotional exhaustion, depersonalization, and lack of personal accomplishment measured by the
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MBI-ES. The independent variables are workload and reward as measured by the AWS. The six
subquestions include:
SQ1. Is there a statistically significant association between emotional exhaustion and
workload among SAPs employed at institutions in the Northeast Mid-Atlantic region of the
United States?
SQ2. Is there a statistically significant association between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States?
SQ3. Is there a statistically significant association between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States?
SQ4. Is there a statistically significant association between emotional exhaustion and
reward among SAPs employed at institutions in the Northeast Mid-Atlantic region of the United
States?
SQ5. Is there a statistically significant association between depersonalization and reward
among SAPs employed at institutions of the United States’ Mid-Atlantic region?
SQ6. Is there a statistically significant association between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States?
Definition of Key Terms
The following terms were used throughout this study.
Burnout. Increased, enduring, and prolonged physical or emotional exhaustion usually
linked to job-related or employment. The three dimensions of burnout are emotional exhaustion,
depersonalization, and reduced personal accomplishment (Maslach et al., 1996).
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Community. The one’s ability to make meaningful connections with supervisors,
managers, colleagues, and other individuals in the work environment (Maslach & Leiter, 2006).
Control. The opportunities, autonomy, and ability to solve complex issues and problems
in one work environment. Supervisors and managers must engage employees in the decision
making process to impact control (Maslach & Leiter, 2006).
Depersonalization. A negative, disengaged, and impersonal response toward recipients
of one’s instruction (Maslach & Leiter, 2008).
Emotional exhaustion. Excessive feelings of being emotionally overextended and
fatigued by one’s work (Maslach & Leiter, 2008).
Employee engagement. A healthy and positive relationship the individual has with their
position and place of employment (Maslach & Leiter, 2008).
Fairness. The extent to which the organization has clear, transparent, and equitable
expectations for all persons in the work environment. Or, by the organizational commitment to
social justice and equity remains a focus among all individuals (Maslach & Leiter, 2006).
Institution of higher education. An organization who regularly admits individuals to
obtain a certificate, degree, or an equivalent completion certificate. These organizations also
have the legal authority to grant certificates and to educate the admitted persons (U.S.
Department of Education, 1998).
Personal accomplishment. Overwhelming moods of competence and goal attainment
and achievement in one’s work (Maslach & Leiter, 2008).
Private institution. An institution directly controlled and managed by a
nongovernmental agency or body, or its governing body consists of mainly members not
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appointed or selected by a public agency or elected officials (Organization for Economic Cooperation [OECD], 2001).
Public institution. An institution directly controlled and managed by a public
educational authority or organization, or by a governing body or agency, in which most members
have been appointed by a public or elected official (OECD, 2001).
Reward. An individual’s employment perception of their compensation, gratitude, and
other social factors to demonstrate recognition from the employer. Supervisors, managers, and
other stakeholder who misalign these factors can lead to an employee feeling devalued which can
lead to feelings of depersonalization.
Stress. A pattern of negative feelings or adverse impact on an individual due to extreme
pressure or high demands (Cooper et al., 2004) in an individual’s work or personal
environments.
Student affairs professionals. Individuals who work with and support co-curricular
events, activities, and engagement undertaken and sponsored by the educational institution; in
addition, is an individual who focused on the student emotional, social, academic, and
physiological development of a student (Long, 2012).
Values. The connection between an individual and an organizations reason for working
collaboratively. Often times the focus is the consistency between the personal values an
individual carries to a profession and the ideals inherent in the organization where one is
employed (Maslach & Leiter, 2006).
Workload. The amount of work to be done in a specified time allotment (Maslach &
Leiter, 2006).
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Summary
Student affairs is a critical component to the successful operation of higher education
institutions across the United States. The role SAPs play in students’ lives is essential to serving
historically underrepresented student populations. Based on the increased demands, unrealistic
expectations (Marshall et al., 2016; Mullen et al., 2018), and reductions to funding in higher
education (Pritchard & McChesney, 2018), more than 65% of SAPs are burning out and leaving
the field (Dinise-Halter, 2017; Tull, 2014).
The purpose of this study was to determine if a statistically significant association exists
between dimensions of burnout defined by emotional exhaustion, depersonalization, and the lack
of personal accomplishment and workload and reward of SAPs employed in institutions of
higher education in the Mid-Atlantic region of the United States.
Chapter 2 contains the history of burnout concerning SAPs. Chapter 2 also reviews the
history of postsecondary education in the United States, the evolution of student affairs, the
history of SAPs, models of student affairs, the changing landscape of student affairs, and
research of SAPs and Maslach’s Burnout Toolkit.
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Chapter 2: Literature Review
Chapter 2 provides an overview of the previous research conducted on burnout and SAPs
topics. In this chapter, Maslach’s Multidimensional Theory of Burnout (Maslach & Jackson,
1986), Job-Person Fit and Six Areas of Worklife are introduced as the theoretical framework
informing this study. An in-depth review of the literature examines student affairs history and the
field’s development as a caring profession in postsecondary education. Also, the chapter reviews
the constructs of (a) burnout and burnout characteristics, (b) compassion fatigue, (c) the field
student affairs, and (d) the changing landscape of higher education. Chapter 2 concludes with a
review of burnout studies within the area of student affairs.
The purpose of this review is to contextualize the student affairs profession as a critical
caring professional within higher education and the need for studying SAPs and burnout. The
purpose of this study was to determine if a statistically significant correlational association exists
between levels of burnout and employee perceptions experienced by SAPs employed at higher
education institutions in the Northeast Mid-Atlantic region of the United States. Chapter 2
reviews current trends in higher education and subsequent student affairs practice changes at
both public and private institutions in the United States. The chapter concludes with a summary
and an introduction to Chapter 3 and the methodology.
Literature Search Methods
Research strategies included peer-reviewed journals from the ACU Brown Library,
including ACU One Search, EBSCOhost, ProQuest, and ERIC databases. Mendeley by Elsevier,
Google Scholar, and Academic.edu supplemented and provided access to peer-reviewed articles,
eBooks, and governmental documents. Finally, I was granted access to the Chen Library located
in Wayne, New Jersey, for additional print and scholarly materials.
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The search phrases included (a) student affairs professionals, (b) burnout, (c) student
affairs professionals and burnout, (d) higher education, (e) higher education burnout, (f) student
affairs and job satisfaction, (g) student affairs and compassion fatigue, (h) student affairs and
attrition, (i) job satisfaction, (j) workload, (k) Maslach’s Burnout Inventory, (l) Title IX and
burnout, (m) CAS standards and burnout, (n) student services, and (o) college student services
and workload.
Problem of Practice
SAPs continue to experience increased stress and exhaustion in their student affairs roles
(Jakeman & Silver, 2014). Fiscal difficulties have led to staff reductions of critical student affairs
positions (Ruben & De Lisi, 2017), leaving a significant burden on those SAPs left behind
(Marshall et al., 2016; Wilk, 2016). The problem is SAP burnout continues to be the leading
reason why SAPs exit the field (Dinise-Halter, 2017; Tull, 2014; Zackal, 2020), perpetuating the
crisis known as SAP attrition (Mullen et al., 2018; Stark & Weinbaum, 2018).
Theoretical Framework
Maslach’s Multidimensional Theory of Burnout
Maslach’s Multidimensional Theory of Burnout will influence this study. Maslach’s
Multidimensional Burnout Theory is well documented and yields scholarly research of burnout
across industries and among employees. Michel (2016) and Maslach (2018) have stated that
higher education scholars have begun comprehensive research of [SAPs] and faculty burnout.
Burnout is a stress response, and empirical findings show that burnout is a function of the social
environment in which people work (Maslach, 2018). According to Maslach and Leiter (2008)
and Maslach et al. (2010), burnout is defined as significant levels of (a) emotional exhaustion,
(b) depersonalization, and (c) a reduction in personal accomplishment. The burnout model is
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known as the Maslach Burnout Inventory –Educators Survey (MBI-ES; Maslach & Jackson,
1986) and is designed to research three constructs:
1. Emotional exhaustion—to overextend oneself physically or mentally; it is defined as
feelings overwhelmed or exhausted by one’s work (Maslach & Leiter, 2008). Emotional
exhaustion is also referenced as "exhaustion."
2. Depersonalization—exhibiting negative, disengaged, and impersonal response toward
recipients of one’s instruction (Maslach & Leiter, 2008). Depersonalization is also
referenced as "cynicism."
3. Personal accomplishment—routinely feelings overwhelming moods of competence and
goal attainment and achievement in one’s work (Maslach & Leiter, 2008). Personal
accomplishment is also referenced as "professional efficacy."
Maslach (2018) suggested that burnout results from a lack of resources and unrealistic
work demands. Six factors are indicators of burnout within an organization, which include (a)
unrealistic workload, (b) deficiency of control, (c) inadequate rewards, (d) cessation of
community, (e) absence of fairness, and (f) value conflicts. While the six factors have emerged
from the research, only one aspect needs to be prevalent for burnout to exist. The six factors are
assessed by the AWS, which measures burnout in the work-life context (Leiter & Maslach,
2000); collectively, the MBI-ES and AWS are referenced as the Maslach Burnout Toolkit.
Six Areas of Worklife and Job-Person Fit
Maslach et al. (2016) led two years of burnout research which identified organizational
risk factors. The organizational risk factors emerged as problematic between the individual and
their environment. The prior history suggested job-person fit was explained by the psychology of
an individual’s work-environment interactions and these interactions were most evident in
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vocational psychological and personality fields. Other models viewed the individual on
dimensions of the degrees of fit and congruence between the individuals and their work
environment. Moreover, these prior models focused on the job-person fit and their direct
psychological application instead of motivations, stress response, and emotions. A framework for
understanding work-life and burnout seemed most appropriate.
The Six Areas of Worklife correlates in many studies of job stress and burnout. The six
domains are workload, reward, control, community, values, and fairness. The Six Areas of
Worklife are defined below:
1. Workload is defined as the amount of work to be done in a specified time allotment
(Maslach & Leiter, 2006).
2. Reward is defined by an individual’s employment perception of their compensation,
gratitude, and other social factors to demonstrate recognition from the employer.
Supervisors, managers, and other stakeholders who misalign these factors can lead to an
employee feeling devalued which can lead to feelings of depersonalization.
3. Control is defined by the opportunities, autonomy, and ability to solve complex issues
and problems in one work environment. Supervisors and managers must engage
employees in the decision making process to impact control (Maslach & Leiter, 2006).
4. Community is defined by the one’s ability to make meaningful connections with
supervisors, managers, colleagues, and other individuals in the work environment
(Maslach & Leiter, 2006).
5. Values is defined as the connection between an individual and an organizations reason
for working collaboratively. Often times the focus is the consistency between the
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personal values an individual carries to a profession and the ideals inherent in the
organization where one is employed (Maslach & Leiter, 2006).
6. Fairness is defined as the extent to which the organization has clear, transparent, and
equitable expectations for all persons in the work environment, or by the organizational
commitment to social justice and equity remains a focus among all individuals (Maslach
& Leiter, 2006).
The six domains consider the notion of good fit, average fit, and mismatch. The Areas of
Worklife Survey measures an individual’s scores in the various in the six domains. Good fit
indicates an individual is a pretty good candidate with the organization. Average fit indicates an
average range compared to the general population and reflects an average degree of
organizational fit, but may still need to mitigate burnout to achieve long-term work life.
Mismatch indicates an individuals have a mismatch with aspects of the organization and
organizations should focus on those areas to address and avoid burnout.
Student Affairs
Student Affairs is the profession that many enter by unconventional means and is a 24/7
helping profession that historically attracts overworked, overachievers who desire to meet college
students’ needs on campuses across the country (Binder, 2017; Dubois & Mistretta, 2019). Since
there is no one model for a career in student affairs, often the field attracts professionals who
may experience role conflict. Work demands can impede performance when their requests
overload an employee or if they conflict with their work. Prolonged burnout can have negative
implications on the student, the employee, and the organization. For example, burnout
contributes to low employee morale, organizational commitment, turnover, absenteeism, and
poor psychical health (Maslach & Leiter, 2008).
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Burnout
Burnout is a well-established academic subject, which has thousands of works of
academic literature are available (Maslach, 2003; Maslach & Leiter, 2008). Responding to
student trauma and the crisis has placed high and unrealistic demands on SAPs (Lynch & Glass,
2019; Tull, 2006). Maslach (2018) asserted that organizations must respond to burnout by
correcting systemic organizational issues instead of blaming the person for the organization’s
lack of response. Student affairs research includes little beyond the fact that burnout exists in
certain positions; however, given the current state of higher education and demands on its
professionals, further analysis of SAPs and burnout is critical to reducing attrition and departure
from the field.
Fiscal Difficulties and Higher Education
Since the 1970s, funding levels have been cut drastically by state and federal lawmakers.
Calculating higher education costs is determined by examining the institution’s expenditures of
educating and serving each student (Romano et al., 2019). Expenditures have significant
implications for higher education funding since the two are required to balance. Schwartz and
Stewart (2017) reflected explicitly on the current challenges facing student affairs, which include
(a) increased student diversity, (b) the higher costs and reduced funding to higher education, and
(c) the pressures to adapt the business model for efficiency. The reduction of funding has forced
SAPs at public institutions to serve students with inadequate resources. Student out-of-pocket
expenses paid for most institutional costs 62% at public research institutions, 57% at public
masters programs, and 50% at general bachelor’s institutions. Public research, private master’s
institutions experienced a resurgence between 2008 and 2013, but rising expenses stalled the
cost-per-student to near-recession levels (Desrochers & Hulburt, 2016). Therefore, these
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disparities have created a gap in the individual funding to students (Kallison & Cohen, 2010) and
out-of-pocket tuition costs (Desrochers & Hulburt, 2016), in addition to staff cuts at all
institution types.
In 2013, the Delta Cost Project compiled the most recent data to explore the Integrated
Postsecondary Education Data System (IPEDS) information on college costs. The Delta Cost
Project (DCP) was required because the definition of IPEDS data has changed significantly over
time (Romano et al., 2019). DCP data illustrated that public research institutions spend
approximately $39,000 per full-time student, whereas general bachelor’s and master’s granting
institutions spend about $20,000 and $19,000, respectively (Romano et al., 2019). According to
Desrochers and Hulburt (2016), funding per student remains 20%–30% below the prerecession
budget. This disparity in allocations correlates to the previous decades in funding reductions to
public institutions of higher education.
In March 2020, many institutions were still recovering from the 2008 recession and its
fiscal impact on appropriations to the institution, enrollment (Desrochers & Hulburt, 2016), and
staff cuts. Due to the COVID-19 global pandemic, however, reductions in revenue and cost
increases have caused many institutions to furlough and lay off employees (Whitford, 2020). For
instance, most, if not all, institutions were forced to cease physical operation and transition
academic offerings and student support services online. Most employees were able to complete
their work remotely; however, some physical plant operations positions were impossible.
According to Whitford (2020), “due to lost revenue from events, conferences, catering, summer
camps, and other operations, diminished endowment returns, and reduced giving from alumni
and donors,” this compounded the issue (para. 4). For instance, refunds for housing, catering, and
commencement related activities widened the fiscal gap. Consequently, budgetary and
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operational realities forced institutions to implement furloughs and layoffs. Even with the federal
government’s financial support to combat the pandemic, closing the fiscal gap has been a
challenge for many already struggling institutions.
Summary
By November 2020, institutions across the country responded to the outbreak of the
COVID-19 global pandemic. The outbreak’s response required many institutions to close
residence halls, force students off-campus, and implement furloughs and layoffs.
Disproportionately, critical support and front-line SAPs, including residence life employees,
food service workers, student activities professionals, and student program coordinators, were
affected (Burke, 2020). Colleges and universities that do not permanently restructure their costs
will shift more burden onto students and making cuts among critical student affairs areas
(Desrochers & Hulburt, 2016).
History of Burnout
Burnout is defined as prolonged stress levels (Farber, 1983). Burnout is the “state of
fatigue and frustration arising from unrealistic, excessive demands on personal resources leading
to physical and mental exhaustion” (Guthrie et al., 2005, p. 111; Maslach, 2003; Maslach &
Leiter, 2008). Overworked psychologists and counselors were the first subjects to be studied for
burnout. After its introduction, the term was applied to social and human service workers in
healthcare, mental health, medical, legal, and law enforcement professions (Farber, 1983).
Herbert Freudenberger, an American psychologist, is recognized for bringing the term
burnout into focus. In 1974, Freudenberger later defined burnout as a cynicism, lack of
motivation, and an intrusive sense of emotional exhaustion based on personal observations of
volunteer social works (Michel, 2016). “Idealistic mental health care workers found themselves
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tired, weary and depleted by their roles, their patients, and the clinic” (Michel, 2016, para. 5).
Freudenberger authored the first studies to validate and measure burnout (1980) and co-authored
the 15-item Freudenberger and Richelson Burn-out Scale to ascertain the degree of burnout
experienced by individuals (Schufali et al., 2009).
In the mid-1970s, Christina Maslach began studying the emerging phenomenon through a
series of interviews with service employees (Michel, 2016). Maslach was interested in
discovering how social workers managed to work through difficult and complex situations while
detaching from the people they supported. As a result, Maslach found social workers struggled
with their inability to separate, leading to emotional exhaustion and reduced professional
competency feelings (Schaufeli et al., 2001). Research participants overwhelmingly reported
excessive emotional depletion, negative feelings towards their patients, and deep feelings of
decreased professional ability. “Much like symptoms of depression, burnout was asphyxiating
people’s ambitions, idealism, and sense of worth” (Michel, 2016, para. 4).
Maslach published, in 1976, Burned-Out, drawing attention from researchers,
practitioners, and managers around the concept of burnout. Maslach (1981) stated, “I had not
expected at all that kind of reaction. The impact of that article was just huge” (p. 94). Maslach
and Jackson (1981) expanded the definition of burnout to “a syndrome of emotional exhaustion
and cynicism that frequently occurs among individuals who do ‘people work’ of some kind” (p.
99).
Maslach and Jackson (1981) defined the three dimensions of burnout as emotional
exhaustion, depersonalization or cynicism, and lack of self-efficacy. In 1981, MBI was initially
published and later referenced more than 6,000 times in publications and scholarly conversations
(Schaufeli et al., 2001). The purpose of the scale is to evaluate the dimension of burnout and
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three symptoms, including excessive fatigue or fatigue, feelings detachment, and thoughts of
professional incompetence or poor goal attainment (Maslach, 2018). Maslach and Jackson
(1986) would later expand the MBI to work in conjunction with the AWS and the Educator’s
Scale (ES; Leiter & Maslach, 2000).
In the 1980s, the definition of burnout expanded to include managers, entrepreneurs, and
other occupations. Burnout was redefined due to the inclusion of professions outside of human
service professions. The extended definition from Maslach et al. (1996) defined burnout as “a
state of exhaustion in which one is cynical about the value of one’s occupation and doubtful of
one’s capacity to perform” (p. 20).
Leiter and Maslach (2003) collaborated to develop a comprehensive model identifying
six critical factors of workplace burnout: (a) workload, (b) control, (c) reward, (d) community,
(e) fairness, and (f) values. At the nucleus, burnout emerges when an employee’s job demands
intersect with their ability to cope with stress (Michel, 2016). Burnout becomes more profound
when one or more of the six characteristics conflict with an individual and their job function.
Maslach and Jackson (1986) explained, as cited in Michel (2016), “overtime passion fades
because people have too much to do, but because of these other factors; and jobs that require too
much of employees with foster feelings of negativity and hopelessness” (para. 4).
Dimensions of Burnout
Maslach et al. (1996) defined burnout as: “a syndrome of emotional exhaustion,
depersonalization, and reduced personal accomplishment that can occur among individuals who
work with people in some capacity.” The three components of burnout are defined as: (a)
emotional exhaustion, (b) depersonalization, and (c) personal accomplishment (Maslach et al.,
1996). Maslach and Leiter (2008) asserted each burnout dimension exists on a continuum that
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moves from one extreme to another. Examples include emotional exhaustion at one end and
energy on at the other end, efficiency or inefficacy, and depersonalization or involvement.
According to Maslach and Leiter (2008), emotional exhaustion is the most researched aspect of
job burnout since exhaustion refers to physical and emotional exhaustion and chronic stress
(Maslach & Leiter, 2008). Depersonalization is defined as reduced involvement in the workplace
resulting in a lack of interest (Friedman, 2000) or callous and excessively detached behaviors
(Maslach & Leiter, 2008).
Depersonalization is described by Maslach et al. (1996) as “negative, cynical attitudes
and feelings” about one’s [students] (p. 12). Maslach describes depersonalization as rough, hard,
callous, and a reduced sense of self. When applied to SAPs, they may begin to devalue
themselves, their roles, and how they interact with students (Maslach & Leiter, 2008).
Depersonalization is consistent with emotional exhaustion, suggesting an association between
the two constructs (Maslach et al., 1996). In short, as burnout increases, an individual’s sense of
personal accomplishment decreases (Maslach & Leiter, 2008; Michel, 2016). The reduction of
personal accomplishment is similar to negative self-talk, being hypercritical of oneself, and
overwhelming negative thoughts about one’s work (Michel, 2016). Burnout can emerge in
different degrees in different people; therefore, “burnout is conceptualized as a continuous
variable, ranging from low to moderate to high degrees of experienced feeling” (Maslach et al.,
1996).
It’s a mistake to assume that burnout is merely an emotional response to long hours or a
challenging job. Instead, mounting scientific evidence shows that burnout takes a
profound physical toll that cascades well beyond our professional lives. Using cutting-
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edge techniques and research teams demonstrates that burnout is not just a state of mind,
but a debilitating condition is impacting the brain and body. (Michel, 2016, para. 4)
Summary of Burnout
Researchers have studied burnout among SAPs since 1982 and refocused research efforts,
after a decline, in the early 2000s (Vaughn, 2016). According to Maslach et al. (2010), emotional
exhaustion, depersonalization, and professional accomplishment have been identified and proven
to be three leading characteristics determining burnout. The MBI is the leading instrument to
assess the implications of burnout. The exhaustive review of the literature conducted by
Schaufeli et al. (2001) asserted, “burnout is a well-established academic subject on which
thousands of publications have appeared and about which numerous congresses and symposia
are held” (p. 204). Schaufeli et al. (2001) asserted that over 6,000 publications of burnout exist
on the topic. Unquestionably, burnout is prevalent in individuals in the helping professions.
Burnout is directly related to increased workload, which manifests as fatigue and emotional
exhaustion (Michel, 2016; Schubert-Irastorza & Fabry, 2014). The impact of burnout, emotional
exhaustion, depersonalization, and lack of personal accomplishment is relevant in student affairs,
and the implications on student affairs should be explored.
Compassion Fatigue
Compassion, a prevalent psychological factor in helping professions, is a feeling or acting
with grief and deep understanding for those who hurt. Empathy is viewed as an emotional talent
of individuals who possess the strength (Dubois & Mistretta, 2019). Care, empathy, devotion,
responsibility, and preservation are critical psychological and social aspects of compassion.
Adversely, empathy and compassion serve as a leading risk factor for educators who develop
compassion and stress fatigue (Dubois & Mistretta, 2019; Figley, 1995).
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According to Dubois and Mistretta (2019), compassion fatigue, also known as secondary
traumatic stress, “is a condition characterized by a gradual lessening of compassion over time”
(p. 60). SAPs are experiencing increased burnout and compassion fatigue, leading to increased
attrition (Lynch & Glass, 2019).
According to Treadwell and O’Grady (2019), the student affairs profession is a 24/7/365
lifestyle. Treadwell and O’Grady (2019) asserted this notion because SAPs believe they control
the campus community’s pulse. “It is an incredible job—we work with students, learn something
new every day, and are energized by the phenomenal humans we serve. It is also an
overwhelming, sometimes paralyzing, level of responsibility that we invite daily” (Treadwell &
O’Grady, 2019, p. 404).
Student Affairs in Postsecondary Education
Student affairs is a critical component of the higher education experience on college and
university campuses throughout the United States (Dinise-Halter, 2017; Marshall et al., 2016).
Administrators have not always viewed student affairs outside of the division as relevant to the
institution’s mission. This philosophy is credited to the nontraditional methods used by SAPs to
achieve desired outcomes, such as extracurricular events, activities, and programming (Stoves,
2014).
Student affairs is unique among the professions in that it requires its professionals to care
about their students (American Council on Education, 1937). According to Treadwell and
O’Grady (2019), a single wrong decision can alter the life of a student affairs professional
because SAPs encounter tragedies and personal dilemmas daily, devoting the majority of their
time to work in the office, by phone, by email, and by being accessible at evening and weekend
events.
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The philosophy of caring for students has developed over time since the inception of the
American university (Dubois & Mistretta, 2019) and has evolved into specialized areas, such as
student development, counseling health and wellness, and residential education. The construction
of increased services, reduction in staff funding, and increased accountability make SAPs
susceptible to burnout and compassion fatigue (Dubois & Mistretta, 2019; Figley, 1995;
Maslach, 1982a; Murphy, 2001; Vaughn, 2016), which is discussed further in this chapter.
Evolution of Student Affairs
Student affairs is a distinct profession within higher education and is a relatively new
phenomenon. According to Long (2012), student affairs’ roots date to the colonial era and the
early years of higher education in student affairs. Faculty, too, have played an active role in
supporting student needs outside the classroom. Loco parentis, meaning, in place of the parent,
held the guiding principles of empowering colleges and universities to manage students very
closely. This model was viewed, at times, as an emotionally immature and restrictive supervisor
of campus and university administrators (Gerda, 2007). During the mid-1800s, however, colleges
and universities had begun to change radically, especially when faculty began to focus on
teaching, research, and instruction, leaving a gap in serving students’ needs outside the
classroom (Long, 2012).
In 1903, the need for professionals to assemble was overwhelming; therefore, the
Conference of Deans of Women was conducted. The conference was the first of its kind and
would set a precedence for professional gatherings in the field. The conference was held in
various formats and later developed into a professional association for student affairs
practitioners. By 1920, the faculty’s direct involvement in student-related matters had declined
significantly, and institutions began to hire the first SAPs to assume the role of providing direct
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support, resources, and services to students. The purpose of the new professionals was to focus
on all student matters.
Harvard University and several land-grant universities were the first to hire SAPs
(initially known as Dean of Men and Dean of Women) and develop student conduct and enforce
university rules. Additionally, during this time, many of the national professional associations
were founded. The focus of the national professional associations was to focus on SAP’s
workplace development and issues. According to Gerda (2007), a series of national professional
development organizations were comprised in the early days; however, two organizations that
remained are the National Association of Student Affairs Professionals (NASPA) and
Association of College Personnel (ACPA).
In 1937, the American Council on Education issued the publication titled the Student
Personnel Point of View, which articulated student affairs’ purpose. According to Long (2012),
the student affairs profession gained widespread notoriety and recognition and was accepted by
the American Council on Education. The bedrock beliefs and foundational assumptions of
student affairs work are based on the 1937 statement, “suggesting the commitment to developing
the whole student as a unique individual and to support the academic mission of the institution”
(American Council on Education, 1937, p. 1). The organization demonstrated an ongoing
commitment to students by enhancing program and service offerings aligning with the
educational experience (Dungy, 2018).
In the 1960s, the relationship between students and colleges and universities changed
significantly. Courts challenged the concept of loco parentis as demonstrated by the 1961 US
Supreme Court’s decision in Dixon v. Alabama State Board of Education, defining a person over
18 years as a legal adult (Long, 2012). Moreover, in the late 1960s and early 1970s, more
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students of color, predominantly African American, had begun to attend state universities
(Dungy, 2018). As marginalized and historically disenfranchised communities advocated for
civil rights, colleges and universities’ demographics also began to shift. Moreover, colleges and
universities started to identify war veterans, maximizing the GI Bill, and seeking higher
education. During this time, students exhibited increased levels of stress, anxiety, and uneasiness
alongside a society divided by gender, class, and race. This reality required SAPs to hone in and
focus on helping students in crisis, expanding the portfolio to include mental health counselors
and social workers (Dungy, 2018). According to Long (2012), the period authored the shift from
student discipline to educating students on decision making and sound judgment.
During the 1970s, student affairs divisions explored the emerging fields of education,
psychology, and sociology (Long, 2012) and how SAPs and the professional associations could
embrace the student development theories to advance the field. The strategies included creating
graduate preparation programs designed to attract professionals seeking the skills needed for a
career in student affairs. According to Dungy (2018), the 1970s facilitated the divide by gender,
race, and class. The sharp social divide introduced SAPs to assist students experiencing racism
and classism on campus.
During the early 1980s, institutions witnessed a reduction of high school students
attending college, which led to a significant drop in funding (Dungy, 2018). Institutions were
required to adapt business models to combat financing issues and strategize moving the
institution forward. During this time, the Council for the Advancement of Standards in Higher
Education was established and formed (CAS, 2019). After 50 years, the 1980s brought an update
to the 1937 publication, Student Personnel Point of View, by the NASPA. This collective
examined the publication and subsequently published A Perspective on Student Affairs (NASPA,
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1987), reaffirming student affairs’ critical nature and the professionals who do the work (Long,
2012).
During the 1990s, student demographics and the goal of reducing the achievement gaps
of new student populations compared to traditional populations became the focus of many SAPs.
For many professionals, the focus was on student learning and supporting collaboration with
faculty. Student populations were increasingly more diverse, bringing new perspectives and
demands for equity and inclusion initiatives. Therefore, SAPs and faculty worked even closer to
develop culturally inclusive programs, services, and dialogue (Dungy, 2018). In 1996, the ACPA
published The Student Learning Imperative: Implications for Student Affairs. The publication’s
purpose and theme was collaborating with other professional development organizations to
advocate for SAPs as educators (Long, 2012). Lastly, the decade of the 1990s concluded with
great enthusiasm but demonstrated resource constraints for many student affairs divisions
(Dungy, 2018).
In the twenty-first century and through the millennium, student affairs and SAPs were
subject to many national and catastrophic disasters. The disasters include the Y2K scare,
September 11, 2001 terrorist attacks, Virginia Tech mass shooting, and the 2008 economic
recession (Dubois & Mistretta, 2019; Dungy, 2018; Schwartz & Stewart, 2017). On college and
university campuses, student affairs were first responders attending to the students who were
impacted by these events (Dubios & Mistretta, 2020) and their mental, emotional well-being
(Eagan et al., 2016). Additionally, other concerns include calls for accountability in higher
education. Former Higher Education Secretary Margaret Spellings established the Commission
of the Future of Higher Education in 2005 to “review issues such as accessibility, affordability,
quality, and accountability in higher education” (U.S. Department of Education, 2005, p. xiii).
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In 2019, the CAS indicated essential competencies for SAPs, which include (a) working
with diverse populations, (b) community development, (c) conflict resolution, (d) counseling, (e)
helping, (f) advising, and (g) conflict resolution. Moreover, CAS indicated the functional areas
of student affairs practice include, but are not limited to, (a) academic advisement, (b)
admissions, (c) campus ministries, (d) campus safety, (e) career services, (f) community service,
(g) dean of students, (h) disability support, (i) Greek affairs, (j) residence life, (k) health and
wellness, (l) leadership, and (m) student activities. Zackal (2020) and Dubios and Mistretta
(2020) authored publications on the implications higher education has on SAPs. Student affairs is
a field designed to support the needs of students. As students’ needs change, the profession
promises to remain a critical component of college and university campuses.
Traditional Student Affairs Practice
Since the colonial colleges, student affairs in higher education has been a 24-hour a day
operation (Manning et al., 2013). Student affairs evolved from the dean of men/dean of women
model, which ushered in the dean of students’ model. Traditional student affairs practice models
include out-of-the-classroom, administrative-centered, and learning-centered models (Manning
et al., 2013). These models articulated how student affairs were organized and reporting
structures, but the individual institution will determine student affairs units’ effectiveness. Since
the inception of student affairs, a broader perspective on the purposes of student affairs’
underlying assumptions has emerged. Despite the consistent argument that student affairs were
founded by default, the implications of the field’s demands have been felt by institutions and the
SAPs at each institution (Manning et al., 2013).
Typically, the three models of student affairs practice focus on student learning. The
purpose and goal for each are similar in attempting to identity programs, services, and activities
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that encourage student learning (Manning et al., 2013). At one institution, a division of student
affairs may operate independently. In contrast, at another institution, the division of student
affairs will remain focused on students’ social development and work closely to interfere with
student learning addressed by faculty (Manning et al., 2013). Lastly, Manning et al. (2013)
discussed how the goal of collaborative student affairs practice with academic affairs is to
provide the best overall experience for students. According to Manning et al. (2013) based on
DEEP institutions’ research, the collaborative approach provides the best experience for
students. According to Manning et al. (2013), “this approach provides an excellent promise for
increasing the robustness of the student learning experiences on a contemporary college campus”
(p. 93).
One Size Does Not Fit All. Higher Education is amid the significant transformation.
Forces of this transformation result from (a) wear down public assurance, (b) demands for
accountability, and (c) changing student demographics representing increased individuals from
historically underrepresented college attendees (Manning et al., 2013). Manning et al. (2013)
asserted that student affairs was organized from the bottom up and founded by default. As a
result, institutions have applied a one-size-fits-all model to student affairs. Manning et al. (2013)
provided a perspective on the organizational and cultural development of student affairs over the
years. As a function of student affairs was developed and refined, no universal corporate model
of student affairs was designed.
Innovative Models of Student Affairs Practice. The student-centered innovative
models of student affairs practice, according to Manning et al. (2013), have always been the
center of the student affairs profession. I assert this change strengthened as chief SAP’s gained
responsibility for supporting new and nontraditional students’ needs by the GI Bill adult learners.
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The student-centered innovative approaches to student affairs, as outlined in the text One Size
Does Not Fit All (Manning et al., 2013) are the (a) ethic of care model, (b) student-driven model,
and finally, and (c) the student agency model. Each of the three frames is unique and offers a
unique perspective to best serve students and implications of SAPs. The models necessitate
different skill sets of student affairs practice, impacting SAPs’ morale.
Council for the Advancement of Standards in Higher Education
In the early 1980s, colleges and university experienced enrollment declines due to the
reduction of high school seniors attending college. The enrollment declines led to significant
reductions in federal and state funding. During this time, the CAS was established and formed
(CAS, 2019). According to Dungy (2018), the CAS is an organization that represents the various
specializations within student affairs and worked to establish principled practices and standards.
The CAS promotes campus collaboration and encourage mutually agreed upon by the great
through the CAS Standards.
According to the CAS, their purpose is to develop, engage, and promote mutually agreed
best practices in higher education. The organization represents more than 115,000 higher
education employees and SAPs, including more than 40 professional development organizations.
The CAS has developed a rubric and cross-functional framework, establishing standards,
guidelines, and best practices for working with diverse student populations. As of 2019, there are
45 sets of CAS functional area standards (CAS, 2019). In 2015 and 2019, the CAS made
significant revisions to several functional areas having a substantial impact on SAP burnout.
The CAS promotes professional standards for developing, assessing, and improving
quality student learning, programs, and services. The consortium is committed to continuing
professional specialization; as a result, in 2015 and 2019, the CAS made significant revisions to
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(a) master’s level higher education and student affairs professional preparation programs, (b)
leadership education and development, (c) sustainability programs, (d) counseling services, (e)
campus police and public safety programs, and (f) registrar services.
Early criticism of the CAS standards included critical student affairs functions being in
jeopardy if decision-makers failed to understand how student affairs contributed to the mission.
In 1987, NASPA drafted A Perspective on Student Affairs, stating the institutional academic
mission was preeminent, and the role of student affairs was to support the mission. “CAS
continues to be a vital and respected source for the entire field of student affairs” (Dungy, 2018,
p. 60).
Student Affairs Professionals (SAPs)
SAPs are committed to assisting students on their journey of personal growth and
exploration (NASPA, 2020a). SAPs manage a diverse workload to support the students they
serve through counseling, advising, coordinating large events, performing assessments, tracking
retention outcomes, and dealing with crises (Daut, 2016; Tull, 2014; Wilk, 2016). Over time, the
field of student affairs began to place unrealistic work demands on its professionals (Tull, 2014).
As a result, SAPs are experiencing increased levels of stress, job dissatisfaction, and burnout
resulting in high job attrition and burnout in the field of student affairs (Blake & Jakeman, 2014;
Dinise-Halter, 2017; Marshall et al., 2016; Mullen et al., 2018; Tull, 2014; Wilk, 2016).
According to Treadwell and O’Grady (2019), SAPs have an incredible responsibility to
“care for, teach, educate, and develop the whole student, as well as an immense obligation to
respond, act, report, be ‘on call,’ and be accurate for what typically feels like every moment of
our waking lives” (p. 390). Treadwell and O’Grady (2019) asserted that SAPs must be on duty
and remained even-keeled. SAPs cannot escape the demanding position of responding to
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concerns while engaging in planning and prevention exercises. SAPs are regarded for
maintaining campus serenity, respect, consent, equity, and inclusion in every interaction.
Treadwell and O’Grady (2019) asserted, “It is enormously stressful for our loved ones and us.
But the future of higher education rests with our work toward students’ holistic well-being (and
staff). Our challenge, then, becomes doing the same for ourselves” (p. 402).
Moreover, levels of elevated stress among SAPs have been directly linked to new
professionals, dual roles, working at a large institution, low job satisfaction levels, a less resilient
personality, and organization commitment (Berwick, 1992). These professional affiliations are
still factors leading to student affairs professional burnout and are addressed in this literature
review.
New Professionals
New professionals in student affairs typically assume entry or junior level positions in
student affairs within the first five years after completion of graduate work. New professionals
assume essential roles in (a) student leadership, (b) residence life, (c) student engagement, and
(d) student conduct. According to Galloway-Burke et al. (2016), new professionals experience
higher uncertainty and anxiety levels when experiencing stress and burnout. Therefore, new
professionals experience the highest attrition rate in student affairs (Dinise-Halter, 2017;
Marshall et al., 2016; Tull, 2014). According to Dinise-Halter (2017), poor new-professional
engagement from supervisors will result in low student satisfaction and employee morale.
Midlevel Professionals
According to Huelskamp (2018), “the mid-level professional level is a period when the
student affairs professional moves beyond entry-level roles and continues to develop their skills,
competencies, and relationships required to assume senior and chief executive roles in the field”
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(p. 12). Moreover, midlevel professional definitions are defined by years of professional
experience or postmasters experience serving as a director. Research on midlevel professionals is
dated (Bogenschutz & Sagaria, 1988; Sagaria, 1986; Scott, 1978) but focused primarily on job
satisfaction. Socialization to supervision is critical and essential to the midlevel professional
(Boehman, 2017; Marshall et al., 2016; Tull, 2006). Management and lack thereof are a factor
leading to the burnout of new professionals in student affairs. Huelskamp (2018) and Marshall et
al. (2016) suggested that midlevel professionals contemplating leaving in the field ponder the
"doctorate or bust" narrative to remain in the area (Biddix, 2013), which can be supported by
adequate supervision.
Student Affairs—The Helping Profession
According to Galloway-Burke et al. (2016), student affairs and SAPs are recognized for
their service to others and caring and helping professions. According to Galloway-Burke et al.
(2016), SAPs are subject to long work hours, increased demands on time and resources, and
raised constituency expectations. As with any profession serving people, SAPs must forget to
help themselves when helping others. According to Reynolds (2013), “although there is an
agreement that SAPs are essential helpers on college campuses, it is important to explore how
student affairs practitioners perceive the concerns and problems facing students” (p. 99).
SAPs find it challenging to balance their personal and professional lives. According to
Galloway-Burke et al. (2016), achieving balance takes intention and choice; however, as SAP’s
roles have become more complex, and they choose others over themselves over time. The
consistent nature of these demands has led to increased stress and anxiety, especially for new
SAPs (Dubois & Mistretta, 2019; Lynch & Glass, 2019).
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Student Affairs, Campus Tragedies, and Social Work Practice
Campus tragedies and other traumatic events have paralyzed colleges and universities
across the United States. Incidents such as the Seton Hall fire in 2000, Texas A&M Bonfire in
2006, and the Virginia Tech fatal shooting in 2007 are cemented into the minds of SAPs across
the country. For instance, the Virginia Tech shooting forced colleges and universities to evaluate
how they respond to such cases by assessing policies, procedures, and other practices when
responding to a campus crisis.
In 2007, an angry and mentally disturbed young student killed 32 students and faculty of
Virginia Tech, including himself. The attack wounded 17 more, including a double homicide
involving one resident hall advisor (Virginia Tech Review Panel Report, 2007). Then-Governor
Kaine was quick to establish a panel of scholar-practitioners to review the incident and the prior
events (Virginia Tech Review Panel Report, 2007, p. 1). The Virginia Tech Review Panel
uncovered several separate but relevant concerns before the shooting. This comprehensive
review included more than 200 interviews, thousands of pages of records, and major report
findings:
The Virginia Tech Review Panel Summary of Key Findings (2007) cited,
The Cook Counseling Center and the university’s Care Team failed to provide needed
support and services to Cho during late 2005 and early 2006. The system failed for lack
of resources, incorrect interpretation of privacy laws, and passivity. Records of Cho’s
minimal treatment at Virginia Tech’s Cook Counseling Center are missing. (p. 3).
Moreover, the Virginia Tech Review Panel Summary of Key Findings (2007) cited,
University officials in the office of Judicial Affairs, Cook Counseling Center, Campus
Police, the Dean of Students, and others explained their failures to communicate with one

34
another or with Cho’s parents by noting their belief that such communications are
prohibited by the federal laws governing the privacy of health and education records.
Federal laws and their state counterparts afford ample leeway to share information in
potentially dangerous situations. (p. 3)
According to Adams et al. (2014), student affairs case management is essential in
responding to critical campus incidents, changing demographics, and the evolution of higher
education. According to Adams et al. (2014), “the student affairs case management model
provides a structure for all student affairs professionals responding to student incidents and
campus emergencies” (p. 448). An average of about 16 campus shooting across 4,000
universities and colleges is a relatively low number. However, SAPs need to be equipped to
respond to protect themselves and the students they serve. Therefore, the social work models can
assist SAPs to meet the demands of students’ changing demographics (Rollo & Zdziarski, 2007)
both as consumers (Bartlett, 2003; Ott & Cooper, 2013) for public safety. Most importantly,
Adams et al. (2014) suggested the social work models provide a foundation for SAPs who work
with students interpersonally and for SAPs who respond to high-level incidents, emergencies,
and threats on campus. I assert that the social work model is rooted in theory, standards, and
professional foundations. Therefore, SAPs can appropriately respond to student needs as they
arise; however, this need will impact SAP burnout.
Student Mental Health and Wellbeing
Mental health concerns, including mental disorders, are prevalent on university and
college campuses. On average, prevalent concerns on campus include students suffering from
anxiety, depression, alcohol use, and sexual abuse (Bourdon et al., 2020). Other mental health
disorders include personality disorder and symptomatology (Holmes & Silvestri, 2016).
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According to Holmes and Silvestri (2016), stressful life events (SLEs) are common factors
leading to college students’ failing mental health. SLEs are prevalent, leading to more than 26%
of college students recalling a specific trauma-exposed life event. Lastly, anti-social behaviors
(ASBs) have been followed and are known to increase during adolescence (Moffitt, 1993);
however, these behaviors are prevalent among college students (Bourdon et al., 2020).
Moreover, ASBs and SLEs have been identified as risk factors leading to disorders
common among college-aged students, including sexual coercion and sexual assault.
Collectively, these five disorders are interconnected and problematic for college students
navigating the institution. SAPs are situated on campus, in various capacities, to service these
students, including counseling and wellness centers, women’s centers, general health centers,
disability and accessibility centers, and career centers.
The Higher Education Research Institute of the University of California, Los Angeles
(HERI-UCLA) has many publications related to college students and their mental health. HERI
publications include the Freshman Survey, which provides statistical information on first-year
college students’ backgrounds, attitudes, behaviors, high school experiences, and college
expectations. According to The American Freshman: 50 Year Trends (Eagan et al., 2016),
incoming students self-reported more elevated rates of poor emotional health. Since the inception
of the survey in 1985, incoming first-year students’ self-reported mental and emotional wellsignificantly declined. On average, the emotional and mental health self-reporting rates dropped
each year since 1985.
Eagan et al. (2016) examined several correlations between students’ self-reported
emotional health, their ability to achieve career aspirations, the college admissions process, and
high school GPA. Since 1985, incoming first-year students, on average, rated themselves as
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above average on their drive to achieve. This pattern remained relatively consistent through the
late 1980s and into the 1990s. However, incoming freshmen self-reporting began to split with
men rating themselves above average and women self-rating as average. Moreover, the college
admissions process is far more competitive now than in 1966, when the survey was first
administered. First-year students are rattled with maintaining or advancing institutional prestige
by university ranking, making the process even more competitive. Forty-two percent of incoming
first-year students aspire to earn a master’s degree, and 25% intend to earn a doctoral degree
versus 32% who aspired to earn a master’s degree in 1985. Since 1985, incoming first-year
students earning a higher GPA and possessing significant career aspirations self-reported lower
emotional health and well-being. Despite a student’s high school GPA, self-reported numbers
were consistently higher among first and second-year students in 1985 and 1986, yet they fell to
their lowest rates in 2014 and 2015.
The Inside Higher Education Survey of College and University Student Affairs Officers
(2020) revealed 94% of SAPs spend significant time responding to student mental health-related
matters, and 91% reported responding to student well-being matters. Other findings revealed that
73% of SAPs at public institutions spent a significant amount of time resolving homelessness
and hunger concerns. Additionally, 50% of SAPs worry about their students’ mental health, and
35% assert a positive perspective of their mental health. Lastly, 78% percent of SAPs argue that
visits to campus-based mental health centers have significantly increased in the past five years.
SAPs, Law, and Policy
Higher education, law, and policy have been in consistent interplay since the 1960s and
1970s, most notably during American history’s civil rights era. The Title IX Educational
Amendment of 1972, Federal Education Rights Privacy Act (FERPA), Jeanie Clery Act (Clery)
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of 1982, and the Violence against Women Act (VAWA) of 2013 are four of the leading statutes
governing higher education and students affairs practice. In essence, the laws regulate campus
safety, equity, and civil rights, holding each institution accountable for compliance. The Supreme
Court has firmly held that higher education institutions have to establish reasonable rules,
structures, and organizations (Lake, 2011).
According to Doody (2016), current trends that SAPs must anticipate are campus safety,
higher education governance, instructional design, and free speech. Campus protests and free
speech are interwoven in the fundamental elements of the first amendment. The United States
Supreme Court has advised institutions, through rulings, to create virtual spaces for students to
speak and do so freely. Therefore, institutions must provide an opportunity for speech but ensure
it does not disrupt the learning environment. Moreover, the constitutional protection of due
process is equally as crucial for institutions to achieve. Due process efforts are accomplished
through student conduct processes, Title IX grievance processes, and academic integrity.
Achieving the balance of creating such spaces often rests on the shoulders of SAPs. Failure to
adhere to federal regulations, campus policies, and codes has resulted in a recent surge in
litigation against SAPs and the institutions they serve (Doody, 2016).
The civil litigation process can be frightening to many SAPs. Therefore, these
professionals should be conscious of when student affairs practice is imitative of the law (Lake,
2011). SAPs will most likely encounter these and other issues through student organizations,
student learning environments, large gatherings, and student Title IX and Code of Conduct
grievances process. The burden of risk avoidance and risk mitigation is a critical posture for a
SAP to consider and may lead to burnout.
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SAPs and Growing Dissatisfaction
Burnout is a warning sign and an indication of a toxic work environment (Maslach,
2018). Nationally, SAPs have demonstrated dissatisfaction in their jobs and leaving their
institutions at increased rates. Many SAPs and higher education administrators indicate a work
life imbalance (Binder, 2017; June, 2014; Marshall et al., 2016; Tull, 2006). Tull (2006) cited
seeking balance is a challenge but essential in student affairs. Mullen et al. (2018) identified the
prevalence of burnout and job stress as extrapolative of overall job satisfaction.
Preliminary research of the burnout phenomenon focused on (a) strategies for busy
professionals to seek balance, (b) job attrition and burnout, (c) lived experiences of SAPs, and
(d) work/life balance. Research literature reveals the interplay of being an educator and a role
models to students within the profession. Moreover, the literature introduced the four keys to
balance that form substance for accomplishing a sense of balance to increase job satisfaction and
decrease job attrition and burnout (Dinise-Halter, 2017; Marshall et al., 2016; Mullen et al.,
2018). Most recent research (Dinise-Halter, 2017) suggested that (a) mentorship, (b)
socialization, (c) support systems, and (d) resources are the premise for SAPs exiting the field.
These problems are due to significant burnout, role conflict, and fatigue (Blake & Jakeman,
2014; Marshall et al., 2016).
Multiple Roles
SAPs who burnout are implicated by their position responsibilities which create a high
personal demand for both vigor and aptitude (Daut, 2016). According to Guthrie et al. (2005),
student affairs attrition accounts for more than 50% of SAPs leave the field within five years. In
2016, the attrition rate rose by more than 15% (Marshall et al., 2016). Research of student affairs
practitioners revealed overwhelming work obligations, which led to emotional fatigue and
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exhaustion, leading to eventual departure (Marshall et al., 2016). Burnout and exhaustion,
however, were reported as only 52% of the participants who felt enough time to complete their
work assignments, and 51% said they were overburdened, and 70% reported excessive night and
weekend commitments, whereas Schubert-Irastorza and Fabry (2014) have discussed how higher
education helping professions are now focused on job satisfaction, burnout, and work
engagement.
Researchers administered three separate instruments: to assess work engagement,
burnout, and job satisfaction, to a population of SAPs. This model would provide a solid
framework for future and continued research. According to Marshall et al. (2016), research
participants indicated (a) fatigue, (b) burnout, (c) work obligations, and (d) eventual departure
from the field of student affairs. In the same study, participants articulated an inadequate salary.
Upon departure from the area, only 28% were satisfied with their compensation, which led to
seeking another career. According to Marshall et al. (2016), “40% of the participants identified
possibilities for growth and advancement within their institution” (p. 151). Lastly, the absence of
work-life balance and imbalance in SAP’s lives also emerged as a theme; whereas, some
participants stated they did not feel challenged in their role, resulting in their departure.
Attrition
SAP attrition has been an enduring issue (Marshall et al., 2016; Mullen et al., 2018).
Attrition rates ranged from 32% within the first five years of working in the field (Wood et al.,
1985) to 61% within six years (Holmes, 1983). Whereas, according to Marshall et al. (2016),
attrition rates have surged to more than 65% within the first five years of working in the field.
Lorden (1998), Mullen et al. (2018), and Marshall et al. (2016) suggested SAPs are
leaving the field for positions outside of student affairs with no plans to return. Jakeman and
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Silver (2014) included master’s students in student affairs programs are considering leaving
before graduating from the program due to (a) economic concerns, (b) distance from an
institutional mission, (c) student affairs as devalued work, (d) financial concerns, and (e)
emotional burdens.
Consequently, these findings are succession planning and longevity in the field of student
affairs. According to Jakeman and Silver (2014), provided the low retention and high attrition
rates are evidence for scholar practitioners to strategize how to reverse this trend. If not, the field
will continue to decline, ultimately having a profound impact on the students SAPs support and
the institutions they serve (Jakeman & Silver, 2014). Marshall et al. (2016) argued reducing
attrition in the student affairs field, especially amongst new staff, is the responsibility of
supervisors and senior administration to clearly articulate the position’s realities.
Job Stress and Burnout. SAPs, nationally, are adversely implicated by burnout job and
stress. Job stress has been a prominent issue for several years, with more than 55% of SAPs
leaving the field as new professionals (Blake & Jakeman, 2014; Marshall et al., 2016). Burnout
is defined as a physical or emotional response to prolonged stress; therefore, when burnout is
present, organizations are admonished to evaluate the causes instead of shaming employees for
their retort to the work environment (Maslach, 2018). Job stress and burnout has resulted from
inexperienced SAPs assuming critical leadership roles and placing a burden on the professionals
left behind (Tull, 2014; Wilk, 2016). Consequently, this gap has created a significant challenge
on senior student affairs leadership.
SAP burnout can lead to emotional fatigue, lack of care, and personal accomplishment
(Garcia, 2016; Guthrie et al., 2005; Khan, 2012; Marshall et al., 2016), leading to lower quality
services and experiences for students. Burned-out staff may demonstrate a lack of productivity
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and proficiency in their work (Khan, 2012; Nwaogu, 2017), resulting in low or decreased
perceptions from students of the quality of services received from SAPs (Chan & Wen, 2012).
Garcia (2016), Marshall et al. (2016), and Wilk (2016) argued burnout effects will continue to
impact SAPs, causing overwhelming exhaustion, overextended, and disengaged (Garcia, 2016)
increasing job dissatisfaction and job stress (Marshall et al., 2016). Other factors include job
stress, workload, role conflict, or ambiguity (Mullen et al., 2018), and interpersonal balance
(Guthrie et al., 2005).
Supervision, Mentorship, and Burnout. New professionals desire to learn and
socialize. The lack of adequate supervision and mentorship were identified as the significant
contributors to new professionals burning out and leaving the field (Dinise-Halter, 2017).
According to Marshall et al. (2016), a consistent theme suggested incompatibility with
supervisors and SAPs. According to Maylett (2019), satisfied employees work efforts are
directly linked to their compensation. Employee burnout can have other implications on the
organization, including lack commitment to the organization, lack of engagement, increased
recruitment costs, and high job stress. Disengaged and unsatisfied employees lack organizational
commitment suggesting they will consider the alternative employment opportunities. According
to Dobhal and Nigam (2018), employee job stress rates are a major topic of concern for the HR
personnel and higher education leaders, and there is a need to study more about the reasons for
job stress, employee satisfaction, present hiring practices, and performance appraisal and training
practices.
Graduate Preparation Programs
Graduate preparation programs and their curricula have been under intense scrutiny in
recent student affairs research (Marshall et al., 2016). Graduate preparation programs have not
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adequately prepared SAPs for the field (Dinise, 2017; Marshall et al., 2016; Treadwell &
O’Grady, 2019). Jackson stated:
Early in my professional career, I experienced situations involving student injury and, on
occasion, student death. Interestingly enough, I do not recall discussing this topic in my
graduate preparation courses nor gaining insight into how to address such situations in
my early professional development work. (as cited in Treadwell & O’Grady, 2019, p.
740)
Graduate preparation programs have been encouraged to prepare graduate students and
new professionals to support a student with mental health illness and campus safety concerns.
(Reynolds, 2013). The Advancement of Standards in Higher Education, Council for
Accreditation of Counseling, and other professional organizations addressed the need to include
topics such as eating disorders, addictions, and other challenging issues in the curricula.
Reynolds (2013) asserted that relevant training and preparation of early and midlevel career
professionals would improve efficacy and reduce SAP staff burnout.
Summary of Graduate Preparation Programs
Graduate preparation programs gained widespread popularity in the 1980s and the 1990s
(Dungy, 2018). These programs attracted recent undergraduates who wanted to make a
difference on a college campus. The purpose of the plan was to introduce, develop, and prepare
new student professionals for the field’s rigor. Graduate preparation programs, however, have
been under scrutiny over time. Graduate preparation programs have failed to prepare new SAPs
for the rigors of the field. Due to the lack of preparedness for student affairs, entry-level
positions have high turnover and low retention rates. Scholar practitioners and academic leaders
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must address the disparities in graduate preparation programs and their curriculum to increase
overall satisfaction and achieve balance in graduate and new professionals’ lives.
Title IX and SAPs
Title IX explicitly prohibits sex discrimination in educational activities, programs, and
services. The historical framework of Title IX centered on gender equity in athletics and then
progressed to faculty hiring practices on college campuses. The Office of Civil Rights (OCR), an
extension of the United States Department of Education (DOE), issued regulatory guidance to
institutions of higher education regarding the response, investigation, and adjudication of campus
sexual assault (United States Department of Education, Office for Civil Rights, 2011; United
States Department of Education, Office for Civil Rights, 2017). Moreover, Title IX authorizes
colleges and universities to establish remedies when sex-based discrimination is present. Title IX
also includes sex-based harassment which may interfere a student persisting academically.
Examples of remedies include:
(a) preventative education and training for students, staff, and faculty regarding sexual
harassment; (b) vital support services for survivors, which include accommodations for
students who experienced harassment and assault; and (c) prompt investigations and
adjudication processes for cases of sexual violence that are equitable for both the
complainants and the accused. (United States Department of Education, Office for Civil
Rights, 2014, para. 7)
The OCR is the responsible authority for Title IX guidance and implementing
regulations, which prohibit sex discrimination in education programs and activities. In 2011, the
OCR issued compliance guidance for higher education to align with federal guidelines (L.
Gomez, personal communication, January 14, 2018). Other guidelines include hiring and

44
mobilizing a Title IX Coordinator and establishing comprehensive policies and procedures for
students (United States Department of Education, Office for Civil Rights, 2011). The OCR
further recommended the Title IX Coordinator be an autonomous, full-time professional
provided with access and support to complete the task. Nationally, SAPs have assumed
responsibility for this role, serving as Title IX Coordinators, Deputy Title IX Coordinators, and
Title IX investigators to address sex discrimination and forms sexual misconduct on campuses.
Given the increased expectations to govern Title IX, this process has placed a significant burden
on higher education SAPs.
June (2014) discussed the expanding role and worries of Title IX administrators
ultimately indicating their diminished quality of life. Moreover, June argued Title IX
administrators indicated increased job stress related to practices and policies of adjudicating Title
IX cases. Overwhelmingly, student affairs and human resource professionals have assumed the
Title IX coordinator’s role (Campus Legal Advisor, 2013).
Student affairs legal commentators have complained the 2011 Dear Colleague Letter and
the 2014 Questions and Answers have placed “improper pressure upon universities to adopt
procedures that do not afford fundamental fairness” (June, 2014, para. 1). As a result, many
schools have established procedures for resolving allegations that “lack the most basic elements
of fairness and due process, are overwhelmingly stacked against the accused, and are in no way
required by Title IX law or regulation” (June, 2014, para. 1). As a result, “the growing field of
Title IX compliance managers and investigators is considered a potential target population for
future research within the higher education setting about the professional quality of life” (June,
2014, para. 10).
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Stress, ambiguity, and pressure are emotional responses cited by SAPs when navigating
Title IX cases (L. Gomez, personal communication, January 14, 2018). The Title IX process
includes a quasi-judicial process imploring the preponderance of the evidence standard. The
evidence standard’s preponderance states how likely or not the incident happened and is the most
common standard utilized in adjudicating sexual misconduct cases. According to Campus Legal
Advisor (2013), “When sexual misconduct occurs on campus, the [SAP’s] focus immediately
goes to responding appropriately to the victim and the accused in compliance with Title IX while
also trying to protect the best interests and the integrity of your institution” (p. 1).
With increased Title IX guidance, the birth of Title IX professional development
organizations manifested. Lawyers and other legal experts pounced on the opportunity to guide
SAPs through the nuanced Title IX adjudication process. Professional development
organizations include the Association of Title IX Administrators (ATIXA), Safe Colleges,
SUNY Student Conduct Institute (SCI), and Institutional Compliance Solutions (ICS). Moreover,
SAPs must make critical judgment calls by weighing the evidence and investigation process and
protecting the community’s safety. The expectations of investigating Title IX cases have placed a
significant burden on SAPs in higher education. However, challenges are the lack of consistent
information, lack of direction, lack of staff, and a lack of high-quality and affordable training.
On November 29, 2018, the Department of Education proposed new rules called the
Nondiscrimination on the Basis of Sex in Education Programs or Activities Receiving Federal
Financial Assistance. The Department of Education proposed several changes, including (a)
changing the definition of sexual harassment, (b) narrowing the definition of educational activity,
(c) the evidentiary standard, and (d) live hearings with cross-examination. Nationally, SAPs
asserted:
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The proposed regulation disproportionately protects the accused in cases of sexual
harassment, requires schools to dismiss specific complaints of sex-based misconduct, and
discourages students from coming forward to report when they experience harassment.
The direction embodied within the proposed rule is particularly harmful given the amount
of effort on institutions to encourage increased levels of reporting to combat the silence
that too often contributes to fomenting a "hostile environment" on campus. (New Jersey
Secretary of Higher Education, 2019, para. 4)
During the open comment period, SAPs demonstrated strong opposition on behalf of
themselves and their institutions. As a collective, SAPs asserted that the proposed rules would
undo the critical work of SAPs from institutions across the nation to establish strong protections
for survivors of sexual violence. Since 2011, institutions have worked feverously to establish
best practices, fair procedures, and protocols, based on the department’s guidance. SAPs asserted
that the promulgation of this rule would effectively set back several years of collective action in
good faith to adhere to the spirit and the law of Title IX as expressed in the 2001 Revised Sexual
Harassment Guidance, 2011 Dear Colleague Letter, and 2014 Questions and Answers on Title
IX and Sexual Violence issued by the U.S. Department of Education’s OCR.
In May 2020, the Department of Education announced the Final Title IX Rule with an
implementation date of August 14, 2020. SAPs, in addition to Title IX and human resources
administrators, worked feverously during the global pandemic to align with the federal
regulations. Institutions sought compliance with several new standards, including offering live
hearings for student misconduct incidents, allowing cross-examinations, and providing
supportive measures and an advisor for students at no cost.
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Summary of Title IX and Burnout
Title IX has played a critical role in ensuring students’ equity, safety, respect, and safety
of the greater campus community. Title IX has provided students with access to equal
opportunity education, critical services, and the promotion of a safe campus environment. SAPs
across the nation believed the proposed regulations were adversarial and would cause undue
hardship on students and the SAPs who implement the laws.
Synthesis of the Literature
Burnout has been established as a scientific concept since 1981. The study of burnout has
been explored across multiply disciplines, occupations, and professions. Student affairs is a
phenomenal field designed to support the needs of students. However, the expectations in higher
education, especially as students become more willing to share their trauma and rely on SAPs,
have taken a toll on SAPs’ emotional well-being. Moreover, due to the drop in funding to higher
education and the increased demands, SAPs are forced to serve more students with fewer and
fewer resources (Lynch & Glass, 2019; Marshall et al., 2016). An increased understanding of
SAP burnout effects may help reduce the impact burnout causes, therefore improving students’
quality of services and a pipeline of qualified student affairs leadership.
Synthesis of Burnout Literature
Burnout is a psychological response to prolonged stress and, when left unaddressed, may
have damaging effects on the professionals, institution, and students (Maslach, 2018). Despite
our knowledge of burnout (Maslach & Leiter, 2008), there is a need to conduct additional
research surrounding job satisfaction, burnout, work-life balance, and developing balance
(Guthrie et al., 2005; Mullen et al., 2018; Wilk, 2016). Also, there is a need for additional
research of SAPs seeking holistic balance and work-life balance (Wilk, 2016). As students’
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needs change and demands on higher education remain, the profession promises to remain a
critical component of college and university campuses.
An in-depth review of the literature revealed Maslach’s Theory of Burnout and the MBIES are used to assess burnout among higher education institutions. Murphy (2001) utilized the
MBI-ES to explore if burnout and work environment had a statistically significant association on
SAPs. Similarly, Brewer and Clippard (2002) used the MBI-ES to investigate job satisfaction
and burnout levels of SAPs. In comparison, Hubbard-Valentine (2011) utilized the MBI-ES to
explore if a statistically significant association existed between gender, age, and employment
status among faculty members. The MBI-ES has been used to analyze if years of service and age
have statistically significant correlations between burnout levels of full-time faculty members
(Khan, 2012).
Synthesis of Student Affairs Literature
A lack of longitudinal research on SAPs and burnout makes it challenging to draw
definitive conclusions on this topic. Existing research has investigated the association between
job satisfaction and decisions to leave the field. Since 1982, the academic sector has been the
focus on burnout research. Whereas since 2003, the focus has shifted to higher education
research, emphasizing faculty, SAPs, and these groups’ increased front-line workload.
Bender (1980) surveyed members of NASPA and found that although 66% of
respondents were satisfied with their jobs, only 36% said they intended to remain in student
affairs for their entire careers; 25% did not intend to stay in the profession, and 39% were
undecided. Howard-Hamilton et al. (1998) reported women with higher emotional exhaustion
levels than men. Men have a different job-related experience, and emotional exhaustion impacts
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were different for women compared to men. This study provided an interesting perspective of
how burnout impacts individuals differently based on gender.
Baumgartner (1991) explored this population and reported that SAPs at private
institutions had moderate feelings of exhaustion. Vaughn (2016) and Murphy (2001) explored
SAP burnout in various regions and institution types throughout the United States. Murphy
(2001) reported low levels of burnout of chief student affairs officers (CSAO) at metropolitan
institutions who had little or no contact with students, suggesting a correlation between lack of
student contact and low burnout. Furthermore, Murphy (2001) asserted these findings may have
implications for the front-line employees, including a lack of empathy by the CSAO toward the
problems encountered by SAP subordinates during day-to-day operations.
Murphy (2001) and Vaughn (2016) reported moderate levels of exhaustion among SAPs
at public institutions. Brewer and Clippard (2002) reported moderate levels of exhaustion among
SAPs. Vaughn (2016) reported higher levels of exhaustion than other burnout studies conducted,
suggesting leaders at public higher education institutions in Missouri should be aware that
exhaustion among their staff members may be increasing. Therefore, further research was needed
of SAPs in the Northeast Mid-Atlantic region of the United States due to the limited knowledge
of the SAPs in this region (Murphy, 2001; Vaughn, 2016), the recent cuts to higher education
funding in this region, and the rising costs of educating underprepared students seeking higher
education (Ruben & De Lisi, 2017).
Conclusion
Chapter 2 contained the history and background of burnout concerning SAPs.
Additionally, Chapter 2 reviewed the shift in student affairs, work demands, and job satisfaction
in higher education institutions since colonial times. The purpose of this study was to determine
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if a statistically significant association exists between levels of burnout as measured by (a)
emotional exhaustion, (b) depersonalization, and (c) a lack of personal accomplishment and
workload and reward among SAPs employed at institutions of higher education in the Northeast
Mid-Atlantic region of the United States. Chapter 2 contained the history and background of
burnout among SAPs. Additionally, Chapter 2 reviewed the shift in student affairs, work
demands, and job satisfaction in higher education institutions since colonial times.
Chapter 3 will introduce the MBI and AWS instruments together known as the "Maslach
Burnout Toolkit," The MBI-ES is the gold standard tool in measuring burnout. The MBI-ES has
been utilized and validated, resulting from more than 35 years of research. The AWS is a
complementary tool to the MBI-ES designed to explore burnout implications in the workplace.
Collectively, the MBI-ES explores burnout as measured by the levels of emotional exhaustion,
depersonalization, and the lack of personal accomplishment and employee perceptions
experienced by educators.

51
Chapter 3: Research Method
SAPs continue to experience increased levels of stress and exhaustion in their roles
within the field of student affairs (Jakeman & Silver, 2014; Zackal, 2020). Fiscal difficulties
have led to staff reductions of critical student affairs positions (Dungy, 2018; Ruben & De Lisi,
2017), leaving a significant burden on those SAPs left behind (Marshall et al., 2016; Wilk,
2016). The problem is SAP burnout continues to be the leading reason why SAPs exit the field
(Dinise-Halter, 2017; Tull, 2014), perpetuating the crisis known as SAP attrition (Mullen et al.,
2018; Stark & Weinbaum, 2018).
The purpose of this study was to determine if a statistically significant association existed
between the dimensions of burnout measured by (a) emotional exhaustion, (b) depersonalization,
and (c) a lack of personal accomplishment and workload and reward among SAPs working at
institutions of higher education in the Northeast Mid-Atlantic region of the United States.
Chapter 3 includes the research method and design appropriateness, research questions, the
hypotheses, population, sample, informed consent, privacy and confidentiality, geographic
location, instrumentation, and data collection. The chapter will conclude with a summary.
Research Method and Design Appropriateness
The study used a quantitative methodology. Quantitative research allows for methods of
analyzing related variables (Trochim, 2020). The research design is an empirical, correlational,
cross-sectional study, based in a deductive framework (Trochim, 2020). A deductive design is
intended to analyze data from an existing theory (Jencik, 2011). This design required a
quantitative approach to address the research questions and hypotheses. Quantitative methods
utilize hypothesis testing and are used to examine identified problems (Jencik, 2011). The
objective of this research was to explore SAPs employed at institutions of higher education in the
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Mid-Atlantic region of the United States. A quantitative method is appropriate when the purpose
of the research is to analyze the association between variabesl (Salkind, 2017).
The objective of this study is to identify a statistically significant association between the
selected variables among SAPs working at institutions in the Northeast Mid-Atlantic region of
the United States. I utilized the MBI and AWS to collect numerical data on the variables for
hypothesis testing. According to Salkind (2017), a quantitative approach is appropriate when
hypothesis testing is required. Qualitative research methods were rejected for this study because
qualitative inquiry explores individual experiences to develop and explore theories. The
theoretical framework is rooted in Maslach’s Multidimensional Theory of Burnout.
Research Design
A correlational design was used for this study. Non-experimental quantitative research
designs offer two primary types, correlational and predictive (Miles & Shevlin, 2011).
Correlational studies examine the association between two or more variables, also known as
bivariate analysis (Trochim, 2020). Correlational analysis was selected to determine the degree
of association between the variables. This research is designed to explore the preexisting theory
of burnout within the helping professions.
The Pearson Coefficient test and a descriptive statistical analysis was conducted to
determine the statistically significant association between the variables. According to Laerd
Statistics (2018), the Pearson product-moment correlation coefficient (Pearson’s correlation) is a
measure of the strength and direction of association that exists between two variables measured
on at least an interval scale. I conducted a Pearson correlation between the dependent and
independent variables. Correlation coefficients generally are assigned a direction indicating a
positive or negative reference. A positive correlation occurs when both variables increase or both

53
variables decrease. A negative correlation indicates as one variable increases another decreases.
Or, no correlation when no identifiable pattern or trend exist. The dimensions of burnout
measured by the MBI-ES were the dependent variables and the independent variables are
workload and reward measured by the AWS.
Burnout is the dependent, continuous variable defined by measures of (a) emotional
exhaustion, (b) depersonalization, and (c) a lack of personal accomplishment (Maslach & Leiter,
2008). Workload and reward are the independent variables defined by the degree of fit or the
degree of mismatch measured in the AWS. The purposes of the study and research design were
to determine if an association existed between levels of dimensions of burnout and workload and
reward among SAPs employed at various institution types of the Mid-Atlantic region of the
United States. The demographic questionnaire captured the number of years in the field of
student affairs, the number of years in their current position, institutional type, geographic
regional affiliation, functional position type, and gender.
Research Questions and Hypotheses
The research questions helped me focus to meet the purpose of this study. Results from
the literature review suggested there may be a link between dimensions of burnout and work life
perceptions (Maslach & Leiter, 2008), specially workload and reward. According to Maslach and
Leiter (2008), (a) emotional exhaustion, (b) depersonalization, and (c) a lack of personal
accomplishment are the factors used to assess the levels of burnout. The AWS scale measures
workload and reward as the degree of fit or the degree of mismatch that educators experience. A
mismatch can contribute to burnout.
The main research question with subquestions explored in this study are outlined below.
The research question was: What is the statistically significant association between dimensions
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of burnout measured by the MBI-ES and workload and reward as measured by the AWS among
SAPs employed at Mid-Atlantic regions of the United States?
SQ1. Is there a statistically significant association between emotional exhaustion and
workload among SAPs employed at institutions in the Northeast Mid-Atlantic region of the
United States?
H01: No statistically significant association exists between emotional exhaustion and
workload.
HA1: A statistically significant association exists between emotional exhaustion and
workload.
SQ2. Is there a statistically significant association between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States?
H02: No statistically significant association exists between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States.
HA2: A statistically significant association exists between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States.
SQ3. Is there a statistically significant association between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States?
HA3: No statistically significant association exists between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States.
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H03: A statistically significant association exists between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States.
SQ4. Is there a statistically significant association between emotional exhaustion and
reward among SAPs employed at institutions in the Northeast Mid-Atlantic region of the United
States?
H04: No statistically significant association exists between emotional exhaustion and
reward.
HA4: A statistically significant association exists between emotional exhaustion and
reward.
SQ5. Is there a statistically significant association between depersonalization and reward
among SAPs employed at institutions of the Mid-Atlantic region of the United States?
H05: No statistically significant association exists between depersonalization and reward
among SAPs employed at institutions of the Mid-Atlantic region of the United States.
HA5: A statistically significant association exists between depersonalization and reward
among SAPs employed at institutions of the Mid-Atlantic region of the United States.
SQ6. Is there a statistically significant association between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States?
HA6: No statistically significant association exists between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States.
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H06: A statistically significant association exists between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States.
Population and Sampling Frame
The study was limited to SAPs of the Mid-Atlantic region of the United States where the
population area was approximately 2,839 SAPs. The sampling frame was provided by the cochair of New Title IX Administrator Working Group and from the membership chair of NASPA
Region II Advisory Board. The New Jersey Title IX Administrators Working Group and the
NASPA Region II General Membership were the target of this study (NASPA, 2020c). The
criteria for participation included being currently employed in a SAP capacity, 18 years of age or
older, and working in the Mid-Atlantic region. The professional’s role had to be inclusive of a
student affairs functional area represented by the CAS standards and membership of either the
New Jersey Title IX Administrators Working Group or in the NASPA Region II.
The New Jersey Title IX Administrators Working Group is a professional development
organization and a network for SAPs who oversee Title IX, gender-bias harassment,
discrimination, and other equity-related student matters. The New Jersey Title IX Administrators
Working Group meets quarterly to remain abreast of the Title IX legislature, changes in law, and
best practices.
NASPA Region II is a “professional development organization dedicated to promoting
the vocation of student affairs practice by providing opportunities for professional development
and training. NASPA Region II is the second largest constituency of the NASPA regions” (T.
Martinez, personal communication, September 10, 2020). The NASPA Region II territory
includes Delaware, Maryland, New Jersey, New York, Pennsylvania, Washington, D.C., and

57
West Virginia. In addition, NASPA Region II represents Puerto Rico and the Virgin Islands
(NASPA, 2020c). The sampling frame process required that I filter and sort out Puerto Rico and
the Virgin Islands since their territories are not geographically in the Northeast Mid-Atlantic
region of the United States.
Sampling
The sampling frame for this study consisted of all SAPs of the New Jersey Title IX
Administrators Working Group and NASPA Region II membership. According to Trochim
(2020), the sample is the group of people whom I will select to be in the study. The MBI-ES,
AWS, and a supplemental demographic questionnaire were offered to participants.
As of September 30, 2020, the New Jersey Title IX Administrators Working Group had
110 members (J. Draper, personal communication, September 30, 2020). As of September 2020,
NASPA Region II had approximately 2,534 members throughout the Northeast region of the
Mid-Atlantic United States (T. Martinez, personal communication, September 10, 2020).
Convenience and snowball sampling were utilized in this study (Trochim, 2020). The
convenience sampling method increased accessibility which was most appropriate for the SAPs
who participated (Salkind, 2006).
Snowball sampling was utilized for this study. According to Salkind (2006), this
sampling method involves primary data sources nominating another potential primary data
source to be used in the research. I recruited additional SAPs by participants’ referral and word
of mouth. The referral was provided through email, word of mouth, and via social media outlets.
According to Trochim (2020), snowball sampling is popular in business studies focusing on a
specific company that involve primary data collection from employees of the organization.
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Convenience sampling was utilized in this study. Convenience sampling is a useful
technique when creating a sample for ease and access (Salkind, 2006). The sample for this study
included the entire New Jersey Title IX Administrator Working Group and NASPA Region II
membership. NASPA Region II is comprised of multiple geographic states including Delaware,
New York, New Jersey, Washington D.C., West Virginia, Pennsylvania, and the Virgin Islands.
The New Jersey Title IX Administrator Working Group is comprised of student affairs and
human resource professionals, the SAPs were recruited for this study. For the purposes of this
study, the Virgin Islands were separated out of this group.
Similarly, NASPA Region II is comprised of SAPs from the mid-Atlantic region and
SAPs from the US Virgin Islands, the mid-Atlantic region was used for this study. The sample
for this study included the entire New Jersey Title IX Administrator Working Group and NASPA
Region II membership. SAPs from this sampling frame possessed a wide array of diverse
demographic attributes, including gender, years of student affairs service and years in current
position, institutional type, functional position, and geographic affiliation. Snowball sampling
was also utilized for this study. I recruited additional SAPs through other participant’s referrals
and word of mouth. The referrals were provided through email and via social media outlets.
SAPs from this sampling frame possessed a wide array of demographic attributes, including
diversity in gender, years of student affairs services, and years in position, institutional type,
functional position, and geographic affiliation.
Participation
The geographic location of the study was the Northeast region of the United States. The
geographic region includes Delaware, Maryland, New Jersey, New York, Pennsylvania,
Washington, D.C., and West Virginia. The scope of this study extended only to SAPs employed
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in this region. Only participants identified as SAPs of this region were recruited to participate in
this study.
A recruitment email with the instructions, informed consent, and an advertisement
campaign were sent to the New Jersey Title IX Administrators Working Group and the NASPA
Region II Advisory Board leadership for dissemination to group members. Each potential
participant received The MBI-ES and AWS (the Maslach Burnout Toolkit) and a supplemental
demographic questionnaire. Prospective participants were invited to a no-login campaign. A nologin campaign was utilized in this study for ease and to support the convenience and
snowballing methods. I provided a unique link to the survey to prospective participants. One
survey response was allowed per browser on a single computer.
Instrumentation
The MBI-ES and AWS were utilized for this study. The AWS is a companion instrument
that measures work-life setting qualities. Collectively, the MBI-ES and AWS are known as the
Maslach Burnout Toolkit and has been referenced as such throughout this study. The data
collected assessed levels of burnout among SAPs who participated in the study.
According to Maslach and Jackson (1986), the MBI is a 22-item, self-reported survey
that measures burnout on the levels of emotional exhaustion, depersonalization, and personal
achievement. This self-report instrument was developed for those who work with people in
human service professions and educational institutions. The questions consisted of 22 items
involving feelings or attitudes that are positively or negatively related to burnout. Participants
were asked to indicate how often they experience each feeling or attitude using a 7-point scale
ranging from 1 = never to 7 = every day.
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According to Maslach (1981, 1982a, 1982b) and Maslach and Jackson (1986), the three
subscales contained in this instrument assess different components of burnout. The 9-item
emotional exhaustion scale measures feelings of being emotionally overextended or exhausted
by work. The 5-item depersonalization scale reflects an impersonal or uncaring response to the
people one serves in the work environment. The 8-item personal accomplishment scale, which
assesses feelings of competence and achievement in work, is the only scale that is negatively
related to burnout.
The AWS was developed to assess employees’ perceptions of their workplace setting and
the qualities leading to work engagement and burnout. The Maslach Burnout Toolkit has been
administered to various workgroups and institutional profiles (Leiter & Maslach, 2011). The
AWS is a short survey with demonstrated reliability and validity in other helping professions.
The survey produces a profile to the participants which reveals essential strengths and
weaknesses within the organizational setting. A demographic instrument was administered to
collect information on each participant. The questions included (a) years of service, (b) student
affairs role, (c) gender, (d) how long the participant worked in present position, (e) employment
status, (f) institution name, (g) department name, and (h) position level.
The Maslach Burnout Toolkit was administered to SAPs who are members of the New
Jersey Title IX Administrator Working Group or NASPA Region II. Due to the COVID-19
pandemic, however, the “university guidance to avoid face-to-face meetings in most if not all
cases in response to the risk from coronavirus has led the IRB to ask researchers to pause all
face-to-face human subjects research or to modify the procedures to involve remote interactions”
to protect all parties (personal communication, 2020). Therefore, the administration of the
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Maslach Burnout Toolkit was administered utilizing as an online survey using Mind Garden’s
Transform™ System.
I customized the Maslach Burnout Toolkit by adding the following demographic
questions:
•

Gender,

•

Length of time in student affairs,

•

Institutional type,

•

Functional position,

•

Geographic regional affiliation (i.e., Delaware, Maryland, New Jersey, New York,
Pennsylvania, Washington, D.C., and West Virginia), and

•

Length of time in current role.

Reliability and Validity
The reliability of the MBI scales exceeds the recommended levels for research
instruments. Cronbach’s alpha is how closely related a set of items are in a group or statistically,
is the measure of internal consistency. The evidence supporting the validity comes from research
that has assessed the association between burnout scales and work experiences. The reliability
and validity of the AWS companion instrument are referenced below.
Internal Reliability
The MBI-ES has demonstrated sufficient internal reliability and stability over time.
Cronbach alpha estimates have been reported of .90 for emotional exhaustion, .76 for
depersonalization, and .76 for personal accomplishment. For example, in a recent study of Greek
professors, emotional exhaustion (µ = .85) and personal accomplishment (µ = .79) were
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sufficient, whereas depersonalization (µ = .63) was significantly lower (Kokkinos, 2006;
Maslach, 2018).
An overview of 84 published studies reported sample-specific reliability estimates for the
three MBI scales (Wheeler et al., 2011). The reliability estimates for the average emotional
exhaustion were in the high .80s; the average for depersonalization and personal accomplishment
was estimated in the mid .70s. According to Maslach et al. (2012), these findings are consistent
with lower reliability estimates for the depersonalization scale. Other studies reported (Iwanicki
& Schwab, 1981); .88, .74, and .72, respectively (Gold, 1984); and .87, .76, and .84, respectively
in a recent study of 492 teachers (Chang, 2013). However, the AWS indicates more vigorous
levels of consistency over time, leaving an opportunity for future variation (Leiter & Maslach,
2011) of consistency. The association levels are consistent with .52 to .62, which is a strong
indicator that the AWS scales are similarly responsive to multiple work settings and
environments.
Validity
Criterion validity was used to validate the AWS. Criterion validity evaluates how closely
results from one test compared to the results of another same test. Evidence from a hospital study
was examined based on written open-text submissions from participants (Leiter & Maslach,
2003). The majority of the comment section represented participants whose comments contained
complaints. A qualitative analysis of the comments contained many factors which were relevant
to the six AWS scales. Participants who shared responses about issues with the quality of care
reported higher emotional exhaustion and depersonalization and lower levels of personal
accomplishment. Whereas, on the contrary, participants who shared positive comments lower
scores on emotional exhaustion and depersonalization and higher personal accomplishment
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scores. Participants who demonstrated unfavorable comments about management had low
morale and job insecurity and demonstrated higher emotional exhaustion and depersonalization
scores. This hospital analyses supports the validity of the MBI and AWS as a valid instruments
for measures levels of burnout and employee perceptions.
Evidence supporting the validity of the MBI-ES comes from research that has assessed
the relationship between burnout scales and aspects of an employee’s work experience.
Indicators of the validity of the MBI (Maslach, 1981, 1982a, 1982b) included correlations of
MBI scores with behavior ratings made by informed others (e.g., co-workers and spouses) and
measures of workload, job satisfaction, intention to leave the job, and other constructs commonly
associated with burnout. Portoghese et al. (2018) and Moos (1994) stated employment
experiences such as work overload, role conflict, and job dissatisfaction have a statistically
significant correlation between emotional exhaustion, depersonalization, and personal
accomplishment. For example, other research studies utilizing MBI scales have found a
statistically significant association between the three burnout scales and work characteristics
(Koustelios & Tsigilis, 2005).
Lastly, the validity of the MBI and its multiple versions have been demonstrated by
multiple studies and meta-analysis reviews. The purpose of this review was to confirm the
hypotheses of the relationship between burnout and work environment. Alarcon (2011) indicated
work demands as significantly associated to emotional exhaustion, whereas work resources were
significantly associated with professional accomplishment. Furthermore, emotional exhaustion
and depersonalization were strongly negatively correlated with job satisfaction and
organizational commitment and had positive moderate correlations with turnover intentions.
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Data Collection
A total of 2,644 prospective participants received the invitation by email. Also, a total of
seven regional SAPs social media groups received the invitation, instructions, and recruitment
advertisement. After the data collection deadline lapsed, a grand total of 323 participants
responded to the survey. A total of 244 participants completed the survey in its entirety. Of the
244 participants, a total of 49 participants who partially completed the survey did not yield a
Burnout Profile. The three pilot responses were included in the data analysis. A total of 27
responses were deleted due to no response.
The Maslach Burnout Toolkit was selected for this quantitative study, like previous
research on burnout of SAPs. Baumgartner’s (1991) quantitative study focused on the salaries,
time spent, experiences, and salary satisfaction of SAPs at private institutions in Iowa, whereas
Vaughn (2016) and Murphy (2001) explored student affairs burnout by utilizing the MBI
in various regions and by institution types throughout the United States. Collectively, the studies
have focused on SAPs in the Midwest, Southeast, and metropolitan institutions. No previous
research was conducted on the experiences of SAPs in the Northeast region of the Mid-Atlantic
United States.
The Maslach Burnout Toolkit was administered online by inviting participants to
complete the Maslach Burnout Toolkit via Mind Garden’s Transform. I sent an email inviting
participants to take the questionnaire and survey. The participants received an email with
instructions, participation requirements, and a link to the survey. The email included a link to the
survey, informed consent, and the questionnaire. Participants who selected the link reviewed the
informed consent and were asked to accept. Participants who did not accept the informed
consent, through skip logic, were not permitted to take the survey. I identified Mid-Atlantic
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region student affairs groups and sent an invite to participate. Social media recipients received
instructions, a recruitment flyer, and a link to the survey.
A pilot study was conducted in the form of a small focus group prior to data collection.
The purpose of the focus group was to have a small group of SAPs complete the survey and
identify formatting issues prior to data collection. The focus group (N = 3) consisted of SAPs
who represented the sample population. Each of the focus group members met the participation
criteria.
The purpose of the focus group was to explain the intended research to the group. Each
group member received the survey via email with instructions, participation requirements, and
informed consent. Each focus group member reported back after completing the survey with
recommendations, modifications, or general feedback including length of time, design, and
difficulty or ease associated with the survey. The average time to complete the survey for the
focus group participants was 12 minutes. One participant stated, “it [the survey] was very
detailed, I took my time with it.” The feedback from the group was considered in the
modifications to the final survey instrument. No items were omitted.
Data collection spanned 6 weeks. The study participants were members of both New
Jersey Title IX Administrators Working Group and NASPA Region II. The participants who
answered all the items were included in the final study analysis. The study was limited to the
participants who represent the Northeast Mid-Atlantic region of the United States.
I added several demographic questions to the survey. Customizations of the MBI-ES and
the AWS were required. The customizations included adding demographic questions,
institutional type, adding non-binary gender options, length of time in student affairs, length of
time in the current position, and the functional position titles.
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Data Analysis
Prior to data collection, an a priori power analysis was conducted to determine the
suggested minimum sample size. The confidence level was set at 95%, and the population size
was 2,644 with an anticipated medium effect size (0.3) with a fixed p-value < 0.05 level (twotailed). In order to achieve this power of 0.95 with medium size effect, the sample size required
was approximately (n = 318) participants. Means, medians, modes, and standards deviations
were computed for the dependent variables (as measured by emotional exhaustion,
depersonalization, and personal accomplishment) and the independent variables (workload and
reward).
Informed Consent
According to the PHRP (2020), an informed consent is an opportunity for me to alert
participants of the purpose of the study and their rights. Informed consent was included in the
delivery of the Maslach Burnout Toolkit to participants of both organizations. The participants
received (a) an overview of the study, (b) participation requirements, (c) an overview of the
withdrawal process, (d) confidentiality statement, and (e) informed consent form. The
participants were informed of the potential benefits and potential harm of participation in the
study. The function of this process is to ensure participants understand the voluntary nature of
the research process (PHRP, 2020).
Assumptions
This study was based on several assumptions. The narrative surrounded around burnout
of SAPs has become increasingly relevant. This study was conducted with the assumption that
SAPs have knowledge of emotional exhaustion and language utilized in the study. Based on
previous studies, the assumption was met because the MBI was successfully used by Murphy
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(2001) and Vaughn (2016). Second, the study was conducted with the assumption that the SAPs
accurately and honestly responded to the self-rating system included in the Maslach Burnout
Toolkit. Another assumption includes a SAP’s desire and willingness to complete the Maslach
Burnout Toolkit. This study had minimal risk for participants (PHRP, 2020). Research
participation was voluntary of competent SAPs seeking to participate in a study to advance the
field.
The conduct a Pearson Correlational Coefficient seven assumptions must be met. The
assumptions include the sample has to be random. The variables must be measured on a
continuous scale. Also, the data when examined must be contained paired samples when visually
analyzing the data. The data must be normally distributed after conducting a frequency analysis,
be linear, and be absent of outliers. Lastly, previous studies have focused on SAPs in the
Midwest, Southeast, and metropolitan institutions. No prior research has focused on the
experiences of SAPs and burnout in the Northeast region of the Mid-Atlantic United States;
therefore, the assumption is that the response from SAPs will be overwhelming.
Limitations
The nature of this quantitative study was to explore if a statistically significant
association exists between burnout and employee perceptions of SAPs employed at higher
education institutions located in the Northeast Mid-Atlantic region of the United States. Public
institutions include four-year universities, two-year institutions, and community colleges. Private
institutions include nonprofit institutions, independent and for-profit institutions, and career
colleges. Sample size limitations were a concern for this study because of lack of funding or
means for compensation for participant participation. To combat this, I worked to established
relationships with participants of both organizations. Moreover, generalizability limitations exist;
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therefore, the results from the data might not translate to SAPs of other regions. Time limitations
of the participants and funding of the doctoral candidate can impact response rates and may
present a problem resulting from institutions COVID response and fall semester preparations.
Limitations Related to MBI-ES Short Form
The study utilized the MBI-ES short form. Predicting high burnout levels may be
problematic when using only a few MBI items; therefore, when using the short form, Mind
Garden (2018) urged researchers to be aware of the form limitations, including that the short
form may produce errors in measurement resulting in reduced confidence of the burnout
findings. The short form may result in a reduction in reliability in predictive analysis. I
encouraged to use all the MBI items to provide accurate comparisons to normative data. Lastly, I
must use all the MBI items to produce a burnout profile.
Delimitations
This study had several delimitations. Frist, typically, email surveys have a lower response
rate compared to those administered in-person (Salkind, 2017). Second, quantitative,
correlational designs may prevent participants from providing individual experiences and
personal reflections related to burnout at their institutions. Due to the COVID-19 global
pandemic and its impact on mass gatherings, NASPA Region II was unable to host the annual
regional professional development conference; therefore, this may have had an impact on
membership numbers and respondent participation (F. Diaz, personal communication, April 6,
2020).
Moreover, the Maslach Burnout Toolkit, which is a self-report instrument, could be
subject to response bias. Lastly, I am SAP, the co-chair for the New Jersey Title IX
Administrators Working Group, and a general body member of NASPA Region II. Despite my’s
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role in either organization, respondents were assured that their answers would be kept
confidential and not be used in any way that might have adverse personal consequences for
participants. Response biases will be minimized in several ways. First, I followed the strict
guidelines for administering the Maslach Burnout Toolkit. Lastly, when introducing the survey
to participants, I reiterated the importance of giving honest answers.
Conclusion
This research design was a correlational design utilizing a cross-sectional methodology
and included several survey instruments (Miles & Shevlin, 2011). The Pearson coefficient test
and descriptive statistical analysis was conducted to determine the statistically significant
association between the variables. The dependent variable was burnout defined by dimensions of
emotional exhaustion, depersonalization, and lack of personal accomplishment. The independent
variables were workload and reward as measured by the AWS. The purpose of this design was to
correlate the scores of burnout characteristics by examining levels of (a) emotional exhaustion,
(b) depersonalization, and (c) a lack of professional accomplishment and workload and reward as
indicated by SAPs employed at public and private universities in the Northeast Mid-Atlantic
region of the United States.
Chapter 4 will review the results and findings of the data collection. Chapter 4 contains a
presentation of the data collection and data analysis procedures. Chapter 4 also has descriptive
and inferential statistics for the independent and dependent variables, and demographic factors
are presented in the form of tables, figures, and narration. Statistical data regarding the reliability
of the instruments used in the study are provided in Chapter 4.
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Chapter 4: Results
Student affairs is a critical component to the successful operation of institutions of higher
education across the United States. The role SAPs play in the lives of students is critical to
serving historically underrepresented student populations. Based on the increased demands,
unrealistic expectations (Marshall et al., 2016; Mullen et al., 2018), and reductions to funding in
higher education (Pritchard & McChesney, 2018), more than 65% of SAPs are burning out and
leaving the field (Dinise-Halter, 2017; Tull, 2014).
The purpose of this study was to determine if a statistically significant association existed
between dimensions of burnout as measured by (a) emotional exhaustion, (b) depersonalization,
and (c) a lack of personal accomplishment and workload and reward among SAPs employed at
institutions of higher education in the Northeast Mid-Atlantic region of the United States.
Chapter 4 includes a description of the data collection methods, descriptive statistical
analysis, and the inferential statistical analysis procedures used to translate the data set.
Descriptive statistics for the independent variables, dependent variable, and demographic
variables of the sampling frame are provided. Inferential statistics included the Pearson productmoment correlation and scatterplots addressing the hypotheses. Chapter 4 is organized according
to four broad categories: (a) data collection, (b) data analysis, (c) findings, and (d) summary.
Data Collection
A pilot study was conducted in the form of a small focus group prior to data collection.
The purpose of the focus group was to have a small group of student affairs professionals
complete the survey and identify formatting issues prior to data collection. The focus group (N =
3) consisted of student affairs professionals whom represented the sample population. Each of
the focus group members met the participation criteria.
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The purpose of the focus group was to explain the intended research to the group. Each
group member received the survey via email with instructions, participation requirements, and
informed consent. Each focus group member reported back after completing the survey with
recommendations, modifications, or general feedback including length of time, design, difficulty
or ease associated with the survey. The average time to complete the survey for the focus group
participates was 12 minutes. One participate stated, “it [the survey] was very detailed, I took my
time with it.” The feedback from the group was considered in the modifications to the final
survey instrument. No items were omitted.
I added several demographic questions to the survey. Customizations of the MBI-ES and
the AWS were required. The customizations included adding demographic questions,
institutional type, adding non-binary gender options, length of time in student affairs, length of
time in the current position, and the functional position titles.
Sampling, Data Collection, and Participation
Convenience and snowball sampling were utilized in this study. Convenience sampling
was an appropriate choice because of the ease, availability, and accessibility of recruiting
Student affairs professionals (Salkind, 2006). The sample for this study included the entire New
Jersey Title IX Administrator Working Group and NASPA Region II membership. Student
affairs professionals from this sampling frame possessed a wide array of diverse demographic
attributes, including gender, years of student affairs service and years in current position,
institutional type, functional position, and geographic affiliation. Snowball sampling was also
utilized for this study. I recruited additional student affairs professionals through other
participant’s referral and word of mouth. The referrals were provided through email and via
social media outlets.
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The geographic location of the study was the northeast region of the United States. The
geographic region includes Delaware, Maryland, New Jersey, New York, Pennsylvania,
Washington D.C., and West Virginia. The scope of this study extended only to student affairs
professionals employed in this region. Only participants identified as student affairs
professionals of this region were recruited to participate in this study.
A recruitment email with the instructions, informed consent, and an advertisement
campaign were sent to the New Jersey Title IX Administrators Working Group and the NASPA
Region II Advisory Board leadership for dissemination to group members. Each potential
participant received The MBI-ES and AWS (the Maslach Burnout Toolkit) and a supplemental
demographic questionnaire. Prospective participants were invited to a no-login campaign. A nologin campaign was utilized in this study for ease and to support the convenience and
snowballing methods. I provided a unique link to the survey to prospective participants. One
survey response was allowed per browser on a single computer.
Data Collection
A total of 2,644 prospective participants received the invitation by email. Also, a total of
seven regional student affairs professionals’ social media groups received the invitation,
instructions, and recruitment advertisement. After the data collection deadline lapsed, a grand
total of 323 participants responded to the survey. A total of 244 participants completed the
survey in its entirety. A total of three participants completed the pilot study. Of the 247
participants, a total of 49 participants who partially completed the survey did not yield a Burnout
Profile. The three pilot responses were included in the data analysis. A total of 27 responses were
deleted due to no response.
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Data Cleaning and Missing Values
Descriptive statistics were performed using SPSS version 26. Frequencies and
percentages were computed for each of the demographic variables related to the participants. I
was required to request that Mind Garden enable the data file to display all data, including
partially completed surveys. Then, I produced an Excel sheet with the raw data. I cleaned the
data by identifying a coding schema for the identification of the research variables and
identifying missing values. The data schema was developed for customized variables during the
preliminary review of the data. Each dimension and intensity level of burnout was calculated in
the raw data. Frequencies and percentages were computed for each dimension and intensity level
of the three dependent variables in relation to the independent variables.
According to Pallant (2016), when conducting research with human beings, it is common
to have missing data. After inspecting the reason for the missing data, I conducted a missing
value analysis to help identify patterns and address the issues. I conducted several frequency
analyses to identify missing data. The frequency identified 17 missing values from gender. I also
identified 15 missing values from emotional exhaustion, depersonalization, and personal
accomplishment. To address the missing values in the data set, I conducted a replace missing
values analysis using the series mean method. This method replaced each missing value with the
group mean. I chose this method due to the small number of missing values and the high
response rate in the data set.
Burnout Profile
A participant’s Burnout Profile is assessed on the three dimensions burnout which
includes emotional exhaustion, depersonalization, and a lack of professional achievement. For
participants who did not complete the MBI-ES in totality (N = 49), a Burnout Profile was not
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computed (Leiter & Maslach, 2016). I included the participants profile in the descriptive analysis
section related to employee perceptions. Leiter and Maslach (2016) suggested that I only analyze
complete profiles. Burnout profiles are the result of extensive research on MBI scales. Each
profile offers both descriptive and inferential statistics and are contextualized.
According to Leiter and Maslach (2016), the emotional exhaustion dimension captures
the issues associated with individual’s lack of energy to carry out their duties, whereas the
depersonalization dimension of the survey captures an individual’s challenges in dealing with
their students and other activities in the work environment. Lastly, professional efficacy captures
an individual’s evaluation of the impact their own work and value added. Therefore, for me to
ignore all aspects of the burnout experience would result in a misrepresentation of the data.
Findings
Descriptive statistics were used in this study to determine data distribution, trends, and
analysis. Univariate descriptive statistics requires me to examine one variable at a time across
cases. I chose univariate analysis methods which include frequency (distribution), measures of
central tendency (mean, medium, and mode), and the central tendency (standard deviation). I
displayed frequency distributions as percentages. The means are referred to as averages. The
standard deviation determines an estimate of the value spread around the central tendency and
illustrates the relationship a set of scores has compared to the average of the sample (Laerd
Statistics, 2018).
Demographic Data
Demographic data for the quantitative study were obtained from closed-ended questions
and additional customized questions created by me. Descriptive statistics for each of the
demographic variables were computed and a discussion for each finding follows:
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Gender. The majority of the participants were female (n = 148, 76%). Males represented
22% of the participants (n = 43). Two participants reported as non-binary (n = 2, 1%). Two
participants (n = 2, 1%) reported as other with the qualitative responses stating “gender queer”
and “a man.” Last, 22% of the responses (n = 17) were reported as missing.
Length of Time in Student Affairs. The majority of the participants were new
professionals in the field (n = 56, 22%). New professionals are defined as having zero to five
years in the field. Participants with six to 10 years in the field represented 13% of the responses
(n = 33). Participants with 11-20 years in student affairs represented 27% (n = 68) of the
responses. Participants with 21 years or more in the field represented 15% (n = 38) of the
responses. Finally, 22% of responses were reported missing (n = 17).
Institution Type. The majority of the participants were employed at public, two-, and
four-year institutions (n = 113, 45%). Twenty six percent (n = 65, 26%) of the participants were
employed at private, two- and four-year institutions. Participants from community colleges
represented 5% (n = 12). Five participants (n = 5, 2%) represented different institution types,
including a comprehensive associate through degree institution, private specialized four-year,
technology-focused, and graduate schools.
Functional Position. The participants were asked to identify their primary functional
position. The participants were provided a list of position types to select from. The results are as
follows: student activities (n = 47, 18%); counseling (n = 15, 6%); student support and advocacy
(n = 37, 15%); accessibility ADA support services (n = 9, 4%); student conduct (n = 27, 11%);
residence life (n =3 6, 14%); financial aid (n = 7, 3%); registrar (n = 4, 2%); recreational services
(n = 3, 1%); athletics (n = 6, 2%); student leadership (n = 35, 14%); Greek affairs (n = 12, 5%);
Title IX administrators (n = 17, 7%); senior administrator, chief student affairs officer, or dean of
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students (n = 37, 15%).
When a participant’s functional position was not represented on the list, participants were
invited to specify their role. Fifty-six qualitative responses were provided, including
orientation/first-year experience (n =5); civic and community service (n =2);
admissions/enrollment management/recruitment (n =7); academic advising/general advising (n
=8); career services/career development (n =10); crisis management team (n =1); diversity
equity & inclusion/cultural center (n =3); learning support center (n =1); veterans services (n
=1); graduate student services (n =8); student affairs in academic affairs (n =3); parent and
family programs (n =1); study abroad (n =1); student affairs assessment (n =2); extension
campus director (n =1); international student services (n =1); and TRiO student support services
(n =1).
Geographic Affiliation. Participants were asked to identify which state they represented
in the Northeast Mid-Atlantic region. Six (n = 6, 2%) participants represented Delaware. Sixteen
percent (n = 16, 6%) of participants represented Maryland. New Jersey represented the majority
of the participants with (n = 72, 29%). New York represented the second largest majority with (n
= 55, 22%) of the participants. Pennsylvania was represented by (n = 31, 12%) of the
participants. Five participants represented the District of Columbia/Washington, D.C. (n = 5,
2%). One participant indicated they were from West Virginia (n = 1, <1%). Nine participants (n
= 9, 4%) did not indicate a state. None of the nine participants indicated another state or regional
affiliation.
Years in Current Position. The majority of the participants (n = 147, 59%) indicated
they were in their current position from zero to five years. The second largest majority (n = 28,
11%) indicated they were in their current position from six to 10 years. Seven percent (n = 18)
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indicated they were in their current position from 11–20 years. Less than one percent of
participants indicated they were in their position for 21 years or more (n = 2, < .8%).
Independent and Dependent Variables
Descriptive analysis was used to summarize the data received from the study participants
of the MBI-ES and AWS. Table 1 provides a descriptive overview (range, mean, medium, mode,
and standard deviation) for each of the independent and dependent variables related to the
participant group. Aggregate data analysis was utilized by combining the individual scores to
illustrate a group score (n = 212; Laerd Statistics, 2018). Normative data provided by Mind
Garden (2018) included frequency scores from a population of (n = 4,000) educators for
comparison. Scale scores range 0–6. The scale score ranged from zero, indicating never
experiencing feelings, to a score of 6, indicating experiencing feeling every day.
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Table 1
Aggregate Data: Maslach Burnout Inventory – Educators Survey Average Group Scales Score
and Standard Deviation
Sample Groups

Emotional

Depersonalization

Exhaustion
SAPs Regional

Personal
Accomplishment

3.1(1.3)

1.4(1.2)

4.5(0.9)

2.4(1.2)

2.2(1.2)

4.2(0.9)

Group
(n = 212)
General
Population
(n = 4,000)
Note. The group’s average score for the MBI-ES is shown above. Normative data provided by
Mind Garden (2018) included frequency scores from a population of 4,000 educators for
comparison. Scale scores range from 0–6. Higher levels of emotional exhaustion and
depersonalization may contribute to burnout, whereas higher levels of personal accomplishment
may reduce burnout. The group’s standard deviation score for the MBI-ES is shown above.
Normative data provided by Mind Garden (2018) included frequency scores from a population of
4,000 educators for comparison. Scale scores range 0–3. The standard deviation measures the
variation of participant responses.
Aggregate data analysis was utilized by combining the individual scores to illustrate a
group score (Laerd Statistics, 2018). According to Maslach et al. (2016), participant responses
can be interpreted on the individual or the group level and can be treated as aggregate data. Table
2 illustrates aggregate data of the standard deviation for the respondents (n = 212). The standard
deviation measures how participants vary in their responses. The smaller a standard deviation is
represents a higher agreement between participants. Normative data provided by Mind Garden
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(2018) included frequency scores from a population of (n = 4,000) educators for comparison.
Scale scores range 0–3.
Aggregate data analysis was utilized by combining the individual scores to illustrate a
group score (Laerd Statistics, 2018). The AWS ranged from a score of 1 indicating strongly
disagree to strongly agree indicating a score of 5. Table 3 illustrates the group’s average scores
for the six AWS. The scale scores from 1–5, with a score of 1 indicating strongly disagree to a
score of 5 indicating strongly agree. Normative data provided by Mind Garden (2018) included
frequency scores from a population of (n = 22,000) individuals from diverse work environments
for comparison.
Table 2
Aggregate Data: Areas of Work Life Scale Scores and Standard Deviations
Areas of Work Life

SAP Regional Group

General Population

(n = 212)

(n = 22,000)

Workload

2.5 (0.8)

3(0.8)

Control

3.6 (0.8)

3.3(0.9)

Reward

3.4 (0.9)

3.2(0.9)

Community

3.5(0.8)

3.4(0.8)

Fairness

2.7(0.8)

2.8(0.8)

Values

3.5(0.7)

3.2(0.8)

Note. The group’s average score for the AWS scale scores is shown above. Normative data
provided by Mind Garden (2018) included frequency scores from a population of 22,000 diverse
individuals from various occupations. The group’s average score for the AWS Standard
Deviations is shown above. Normative data provided by Mind Garden (2018) included frequency
scores from a population of 22,000 diverse individuals from various occupations. A value of 0.0
indicates a complete agreement among participants.
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Aggregate data analysis was utilized by combining the individual scores to illustrate a
group score (Laerd Statistics, 2018). Table 4 illustrates the group’s standard deviation for the six
AWS scale scores. The group’s average score for the AWS Standard Deviations is shown below.
Normative data provided by Mind Garden (2018) included standard deviations from a population
of (n = 22,000) diverse individuals from various occupations. A value of 0.0 indicates a complete
agreement among participants. Normative data provided by Mind Garden (2018) included
frequency scores from a population of (n = 22,000) individuals from diverse work environments
for comparison.
Burnout Profile Counts
Table 3 summarizes the participant count for each burnout profile. The profiles are
indicated in five categories: (a) engaged, (b) ineffective, (c) overextended, (d) disengaged, and
(e) burnout. Participants who did not complete the survey in its entirety did not yield a burnout
profile (n = 49). According to Leiter and Maslach (2018), a participant with an engaged profile
scored well on all three scales, including low emotional exhaustion and depersonalization, and
high personal accomplishment. A participant with an ineffective profile scored low for personal
accomplishment. A participant with an overextended profile has yielded a high emotional
exhaustion score but indicated being fulfilled in one’s role. A participant with a disengaged
burnout profile has yielded a high depersonalization score, which indicated a crisis in confidence
in one’s role and values. A participant who yielded a burnout profile has indicated high
emotional exhaustion and depersonalization scores.
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Table 3
Burnout Profile Counts by Category
Burnout Profile Categories

SAP Regional Group
(n = 195)

Engaged

46

Ineffective

40

Overextended

80

Disengaged
Burnout
Grand Total

3
26
195

Note. Table 3 summarizes eligible participant count in each Burnout Profile.
Areas of Worklife Profile Counts
Table 4 summarizes the participant count in each Areas of Worklife profile. The scores
categorize three profiles defined as (a) mismatch, (b) average fit, and (c) good fit. A participant
who scored in the bottom 25th percentile, compared to normative data, are a mismatch, and these
participants are at high risk and subject to burnout. A participant who scored average, compared
to normative data, is considered an average fit, which reflects a degree of organizational fit but
means they are prone to burnout. A participant who scored in the top 25th percentile, compared
to normative data, are considered a good fit, and these participants experience a good fit within
their organizational context.
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Table 4
Areas of Worklife Profile Counts (n = 212)
Areas of Work

Mismatch

Average fit

Good fit

Workload

81

92

22

Control

29

126

40

Reward

48

64

83

Community

33

86

76

Fairness

58

89

48

Values

29

73

93

Life

Note. Table 4 summarizes the participant count in each Areas of Worklife profile.
Open-Text Responses by Category
Participants were offered the option to answer an optional prompt when completing the
survey. Table 5 illustrates the number of open-text response participant responses (n = 30) of the
frequency or feeling of burnout. The open-text responses included questions about any aspect of
their organization or work context. The responses were sorted by how a participant responded
based on the MBI item. The range included the frequency of feeling burned out.
Table 5
Open-Text Responses of Feeling of Burnout by Category
Burnout Categories

Participant Count
(n = 30)
Never
1
A few times a year or less
6
Once a month or less
6
A few times a month
7
Once a week
3
A few times a week
7
Everyday
2
Note. Table 5 illustrates the number of open-text responses participant responses by burnout
category.
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Thematic analysis is a very common form of qualitative research analysis. Thematic
analysis focuses on identifying, analyzing, and interpreting patterns of meaning (or “themes”)
within qualitative data (Salkind, 2006). Each category yields themes related to organizational
feelings. One participant responded to the question of experiencing any frequency or feeling of
burnout never. The themes included new professionals or participants new in the position feeling
undetermined about their experience.
Six participants responded to the questions of experiencing any frequency or feeling of
burnout a few times a year of less. The themes included participants reflecting on previous
unhealthy work environments and sharing sentiments of gratefulness for being at a new healthy
institution. Participants expressed increased supervisory support, recognition, and intentionality.
Participants also expressed how political forces and budgetary constraints caused concern.
Six participants responded to the question of experiencing any frequency or feeling of
burnout once a month or less. The responses included concerns about politics and external forces
creating an internal conflict for some participants. Several respondents discussed poor alignment
of values and goals between the department or division and leadership’s values and goals. One
participant stated, “I feel much more favorably about my department (and the departments with
whom I work closely) than I do the division of student affairs and its leadership.” Participants
also cited how the COVID-19 pandemic, remote work, and increased caseloads have increased
stress and feelings of burnout. Technology and being “tech savvy” was determined to help
reduce feelings of stress and burnout. One respondent stated:
My current position is my first one out of my master’s program. I also on boarded 100%
virtually during COVID-19. I think the experience has hindered communication and
building a connection to my teammate[s]. However, I think it has made me more
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productive and able to make more change as I am the youngest and one of the more techsavvy folks on the team.
Five participants responded to the question of experiencing any frequency or feeling of
burnout a few times month. The participant responses included concerns about the COVID-19
global pandemic and navigating remote work, lack of control and autonomy, lack of recognition
or rewards, high turnover, lack of care for students, poor communication, and, once again, poor
alignment between the departmental and division values and goals compared to the senior
leadership’s values and goals. One participant responded, “The above was difficult to answer
because while I may be supported by my supervisor, the work that I do is NOT supported by the
greater organization and it [is] the work that individuals don’t like to recognize (student
conduct).” Another participant stated, “The work is hard and tiresome, but rewarding. Upper
management has goals in mind, but they tend to be out of reach unless a 50+ hour workweek is
instituted.”
Three participants responded to the question of experiencing any frequency or feeling of
burnout once a week. The participant responses included factors like politics and negative
political forces within the organization, increased work load, the COVID-19 global pandemic,
the remote work environment, technology, and poor alignment between departmental and
division values and goals compared to the leadership’s values and goals. One participant stated,
“I don’t think my university articulates meaningful goals or values. This makes it harder to find
alignment and create a sense of meaning or efficacy at work.” Another participant stated,
“work/life balance is very difficult at my institution. There are often unrealistic and inefficient
expectations made of staff. It is a TOP heavy institution, with a president who has been in that
position for over 20 years.”
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Seven participants responded to the question of experiencing any frequency or feeling of
burnout a few times a week. Participant responses included the COVID-19 global pandemic, lack
of autonomy and control over decision making, lack of recognition, lack of rewards, lack of
support, lack of student advocacy, high turnover, lack of care, and poor alignment between
departmental and division values and goals compared to leadership’s values and goals. One
participant stated:
The organization does not care much for the advocacy of students and the student
experience, which places me, a SAP, in difficult situations that I must navigate alone. The
turnover rate is incredibly high and the barriers for staff and student success are
unfortunate.
Two participants responded to the question of experiencing any frequency or feeling of
burnout every day. Participant responses included limited or lack of rewards and recognition; the
lack of support for diversity, equity, and inclusion initiatives; and poor alignment between the
departmental and division values and goals compared to the leadership’s values and goals. One
participant stated:
There is a disconnect between what is espoused as opposed to actually practiced in terms
of values and quality and commitment. While on the surface things like support and
recognition and the ability to make independent decisions appear to be there, when
actually challenged or when trying to make changes/improvements there is a great deal of
passive resistance.
Group Average Score by MBI Item
Tables 6, 7, and 8 illustrate the group average by each MBI scale item, respectively.
Table 6 illustrates the group average for emotional exhaustion. The score range includes zero –
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indicating never, 1 – a few times a year or less, 2 – once a month or less, 3 – a few times a
month, 4 – once a week, 5 – a few times a week, and 6 – everyday. The participants indicated
their feeling in their response. A participant who indicates high emotional exhaustion or
depersonalization more frequently can contribute to burnout, whereas participants who indicated
high personal achievement are less inclined to burnout.
Table 6
Emotional Exhaustion Group Average (Mean)
Inventory Questions

Participant Count
(n = 195)

1. I feel….

4

2. I feel…..

3.8

3. I feel…..

3.6

4. I feel…..

3.5

5. I feel…..

3.5

6. I feel…..

3.4

7. I feel…..

2.3

8. I feel…..

2.1

9. I feel…..

1.7

Note. Table 6 illustrates the group average scores by scale item for emotional exhaustion.
Table 7 illustrates the group average for depersonalization. The score range is from zero
– indicating never, 1 – a few times a year or less, 2 – once a month or less, 3 – a few times a
month, 4 – once a week, 5 – a few times a week, to 6 – everyday.
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Table 7
Depersonalization Group Average (Mean)
Inventory Questions

Participant Count
(n = 195)

1. I feel…..

2.3

2. I feel…..

1.7

3. I feel…..

1.6

4. I feel…..

1

5. I don’t….

.7

Note. Table 7 illustrates the group average scores by scale item for Depersonalization.
Table 8 illustrates the group average for personal accomplishment. The range is from
zero – indicating never, 1 – a few times a year or less, 2 – once a month or less, 3 – a few times a
month, 4 – once a week, 5 – a few times a week, to 6 – everyday.
Table 8
Personal Accomplishment Group Average (Mean)
Inventory Questions

Participant Count
(n = 195)

1. I feel…..

3.7

2. I feel…..

4

3. I feel…..

4.4

4. I feel…..

4.4

5. I can…

4.7

6. In my work….

4.7

7. I can….

5.2

8. I deal…..

5.2

Note. Table 8 illustrates the group average scores by scale item for personal accomplishment.
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Group Average Score by AWS Item
Tables 9–14 illustrate the group average by each AWS scale item, respectively. Table 11
illustrates the group average for workload. The range includes: 1 – strongly agree, 2 – disagree, 3
– hard to decide, 4 – agree, and 5 – strongly agree. Questions 1, 2, and 4 were reverse coded
during the data cleaning process.
Table 9
Group Average for Workload (Mean)
Inventory Questions

Participant Count
(n = 195)

1. I work….

4.1

2. I do not….

3.5

3. I leave….

2.5

4. I have….

3.4

5. I have….

3.1

Note. Table 9 illustrates the group average for Workload.
Table 10 illustrates the group average for control. The range includes: 1 – strongly agree,
2 – disagree, 3 – hard to decide, 4 – agree, and 5 – strongly agree.
Table 10
Group Average for Control (Mean)
Inventory Questions

Participant Count
(n = 212)

1. I can….

3.3

2. I have…

3.5

3. I have….

3.7

4. I have….

3.8

Note. Table 10 illustrates the group average for control.
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Table 11 illustrates the group average for reward. The range includes: 1 – strongly agree,
2 – disagree, 3 – hard to decide, 4 – agree, and 5 – strongly agree.
Table 11
Group Average for Reward (Mean)
Inventory Questions

Participant Count
(n = 212)

1. I do…..

3.2

2. My efforts….

2.7

3. I receive….

3.5

4. My work….

3.7

Note. Table 11 illustrates the group average for reward.
Table 12 illustrates the group average for community. The range includes: 1 – strongly
agree, 2 – disagree, 3 – hard to decide, 4 – agree, and 5 – strongly agree. I reverse coded
questions 1 and 2 during the data cleaning process.
Table 12
Group Average for Community (Mean)
Inventory Questions

Participant Count
(n = 212)

1. I don’t ….

2.7

2. People trust ….

3.3

3. Members of….

3.4

4. I am….

3.7

5. Members of ….

3.8

Note. Table 12 illustrates the group average for Community.
Table 13 illustrates the group average for fairness. The range includes: 1 – strongly agree,
2 – disagree, 3 – hard to decide, 4 – agree, and 5 – strongly agree. I reverse coded question 3
during the data cleaning process.
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Table 13
Group Average for Fairness (Mean)
Inventory Questions

Participant Count
(n = 212)

1. Opportunities….

2.3

2. There are….

2.6

3. It’s not….

3.3

4. Resources….

2.8

5. Management….

2.8

6. Favoritism…

3.1

Note. Table 13 illustrates the group average for fairness.
Table 14 illustrates the group average for values. The range includes: 1 – strongly agree,
2 – disagree, 3 – hard to decide, 4 – agree, and 5 – strongly agree.
Table 14
Group Average for Values (Mean)
Inventory Questions

Participant Count
(n = 212)

1. My values…

3.4

2. My personal….

3.4

3. The Organization….

3.5

4. The Organizations….

3.7

Note. Table 14 illustrates the group average for values.
Inferential Statistics
Scatterplots
Scatterplots are a visual representation of the direction of the relationship between two
sets of data. The data for each dependent variable (emotional exhaustion, depersonalization, and
personal accomplishment) were plotted on the x-axis of the regression variable scatterplot and
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compared with the independent variables workload and reward (employee perceptions).
Exhaustion is often considered the strongest primary element of burnout and is thus a suitable
proxy for the entire phenomenon (Maslach et al., 2016). Higher levels of emotional exhaustion
and depersonalization may contribute to burnout, whereas higher levels of personal
accomplishment may reduce burnout. SAPs, however, experiencing burnout are not simply
exhausted but overwhelmed by their workload. The other five subscales were assessed because
workload is a representation of employee perceptions for this study.
A scatterplot was created to determine a consistent pattern in the AWS correlations with
the MBI-ES. The results display that workload is most closely correlated to exhaustion compared
to the other two Maslach subscales and that exhaustion is more closely correlated with workload
than to any of the other AWS scales (Leiter & Maslach, 2011).
Figure 1
Scatterplot of Emotional Exhaustion and Workload
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Figure 2
Scatterplot of Depersonalization and Workload

Figure 3
Scatterplot of Personal Accomplishment and Workload

93
Figure 4
Scatterplot Emotional Exhaustion and Reward

Figure 5
Scatterplot of Depersonalization and Reward
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Figure 6
Scatterplot of Personal Accomplishment and Reward

Pearson Product Moment Correlation
According to Laerd Statistics (2018), the Pearson product-moment correlation coefficient
(Pearson’s correlation) is a statistical procedure that measures the direction and strength of
relationship that exists between two variables measured on at least an ordinal or ratio scale. I
conducted a Pearson correlation analysis between the dependent and independent variables.
Correlation coefficients generally are assigned a direction indicating a positive or negative
reference. A positive correlation occurs when both variables increase or both variables decrease.
Power or strength is another aspect of a correlation coefficient and is numerically
assigned. A correlation coefficient can range from –1.0 to +1.0. A perfect negative relationship is
indicated by a –1.0 correlation coefficient, whereas a perfect positive relationship is indicated by
a +1.0 correlation coefficient. Correlation ranges indicate the level of the relationship or
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association. Correlations ranging from .20 to .35 are slightly associated and have limitations in
making predictions. Correlations ranging from .66 to .85 have a stronger association and have
stronger predictions. Correlations of .86 and beyond indicate the strongest associations and
predictions.
Type 1 errors are defined when the null hypothesis is rejected in error, whereas a Type 2
error is the non-rejection of the null hypothesis. The alpha level, the power, and the effect size
are critical in reducing both Type 1 and Type 2 errors. Consistent with social and other
behavioral sciences, the alpha level was set at .05 and a power of .80. The effect size was set
medium at .03. The alpha level was set at .05 prior to conducting the Pearson’s correlation for
this study. The values were examined to determine the confidence level as a p = .05, indicating a
95% confidence level.
Research Question and Hypothesis 1
The first research question pertains to the potential association between emotional
exhaustion and workload.
SQ1. Is there a statistically significant association between emotional exhaustion and
workload among SAPs employed at institutions in the Northeast Mid-Atlantic region of the
United States?
H01: No statistically significant association exists between emotional exhaustion and
workload.
HA1: A statistically significant association exists between emotional exhaustion and
workload.
The null hypothesis (H01) associated with Research Question 1 predicts that there is no
relationship between emotional exhaustion and workload. The alternative hypothesis (HA1)
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suggests there is a relationship between emotional exhaustion and workload. I concluded there is
a strong negative correlation between emotional exhaustion and workload. There was a strong
negative correlation between emotional exhaustion and workload of SAPs, r (210) = .-57, p =
< .001. I determined a statistically significant association between the variable and have rejected
the null hypothesis and accepted the alternative hypothesis.
Table 15
Pearson Correlation Emotional Exhaustion and Workload
Selected Variables

Emotional Exhaustion

Workload

Emotional

1

-.573**

Exhaustion

Pearson Correlation
Sig. (2-tailed)
N

Workload

Pearson Correlation

.000
212

212

-.573**

1

Sig. (2-tailed)

.000

N

212

212

** Correlation is significant at the 0.01 level (two-tailed).
Research Question and Hypothesis 2
The second research question pertains to the potential association between
depersonalization and workload.
SQ2. Is there a statistically significant association between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States?
H02: No statistically significant association exists between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States.
HA2: A statistically significant association exists between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United States.
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The null hypothesis (H02) associated with Research Question 2 predicts that there is no
relationship between depersonalization and workload. The alternative hypothesis (HA2) suggests
there is a relationship between emotional exhaustion and workload. I have concluded there is a
moderate negative correlation between depersonalization and workload. There was a moderate
negative correlation between depersonalization and workload of SAPs, r(210) = .–37, p =
< .001. I determined a statistically significant association between the variable and will reject the
null hypothesis and accept the alternative hypothesis.
Table 16
Pearson Correlation Depersonalization and Workload
Selected Variables
Depersonalization

Depersonalization
Pearson Correlation

1

Sig. (2-tailed)
N
Workload

Workload
-.378**
.000

212

212

Pearson Correlation

-.378**

1

Sig. (2-tailed)

.000

N

212

212

**. Correlation is significant at the 0.01 level (2-tailed).
Research Question and Hypothesis 3
The third research question pertains to the potential association between the lack of
personal accomplishment and workload.
SQ3. Is there a statistically significant association between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States?
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HA3: No statistically significant association exists between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States.
H03: A statistically significant association exists between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States.
The null hypothesis (HA3) associated with Research Question 3 predicts that there is no
association between reduced personal accomplishment and workload. The alternative hypothesis
(H03) suggests there is a relationship between reduced personal accomplishment and workload. I
concluded there no correlation between the lack of personal accomplishment and workload.
There was a strong positive correlation between the lack of personal accomplishment and
workload of SAPs, r (210) = .30. p < .66. I have not determined a statistically significant
association between the variables and will accept the null hypothesis and reject the alternative
hypothesis.
Table 17
Pearson Correlation Personal Accomplishment and Workload
Selected Variables
Personal

Pearson Correlation
Pearson Correlation

1

.030

Accomplishment
Sig. (2-tailed)

.660

N

212

212

Workload

Pearson Correlation

.030

1

Personal

Sig. (2-tailed)

.660

Accomplishment
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Personal
Accomplishment

212

212

N

Note. No statistical significance determined.
Research Question and Hypothesis 4
The fourth research question pertains to the potential association between emotional
exhaustion and reward.
SQ4. Is there a statistically significant association between emotional exhaustion and
reward among SAPs employed at institutions in the Northeast Mid-Atlantic region of the United
States?
H04: No statistically significant association exists between emotional exhaustion and
reward.
HA4: A statistically significant association exists between emotional exhaustion and
reward.
The null hypothesis (H04) associated with Research Question 4 predicts that there is no
relationship between emotional exhaustion and reward. The alternative hypothesis (HA4)
suggests there is a relationship between emotional exhaustion and reward. I have concluded there
is a moderate negative correlation between emotional exhaustion and reward. There was a
moderate negative correlation between emotional exhaustion and reward of SAPs, r(210) = .-45,
p = < .001. I have determined a statistically significant association between the variable and will
reject the null hypothesis and accept the alternative hypothesis.
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Table 18
Pearson Correlation Emotional Exhaustion and Reward
Emotional
Correlations
Emotional

Pearson Correlation

Exhaustion

Sig. (2-tailed)

Exhaustion

Reward

1

-.455**
.000

N
Reward

Pearson Correlation

212

212

-.455**

1

Sig. (2-tailed)

.000

N

212

212

**. Correlation is significant at the 0.01 level (two-tailed).
Research Question and Hypothesis 5
The fifth research question pertains to the potential association between depersonalization
and reward.
SQ5. Is there a statistically significant association between depersonalization and reward
among SAPs employed at institutions of the United States’ Mid-Atlantic region?
H05: No statistically significant association exists between depersonalization and reward
among SAPs employed at institutions of the Mid-Atlantic region of the United States.
HA5: A statistically significant association exists between depersonalization and reward
among SAPs employed at institutions of the Mid-Atlantic region of the United States.
The null hypothesis (H05) associated with Research Question 5 predicts that there is no
relationship between Depersonalization and Reward. The alternative hypothesis (HA5) suggests
there is a relationship between depersonalization and reward. I have concluded there is a
moderate negative correlation between depersonalization and reward. There was a moderate
negative correlation between depersonalization and reward of SAPs, r(210) = .-39, p = <. 001. I
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have determined a statistically significant association between the variable and will reject the
null hypothesis and accept the alternative hypothesis.
Table 19
Pearson Correlation Depersonalization and Reward
Correlations
Depersonalization

Pearson Correlation

Depersonalization

Reward

1

-.395**

Sig. (2-tailed)
N
Reward

Pearson Correlation

.000
212

212

-.395**

1

Sig. (2-tailed)

.000

N

212

212

**. Correlation is significant at the 0.01 level (two-tailed).
Research Question and Hypothesis 6
The fifth research question pertains to the potential association between personal
accomplishment and reward.
SQ6. Is there a statistically significant association between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States?
HA6: No statistically significant association exists between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States.
H06: A statistically significant association exists between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States.
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The null hypothesis (H06) associated with Research Question 6 predicts that there is no
relationship between reduced personal accomplishment and reward. The alternative hypothesis
(HA6) suggests there is a relationship between reduced personal accomplishment and reward. I
have concluded there is a moderate negative correlation between reduced personal
accomplishment and reward. There was a slight positive correlation between reduced personal
accomplishment and reward among SAPs, r (210) = .24, p = < .001. I have determined a
statistically significant association between the variable and will reject the null hypothesis and
accept the alternative hypothesis.
Table 20
Pearson Correlation Personal Accomplishment and Reward
Correlations

Personal Accomplishment

Personal
Accomplishment
Pearson Correlation 1

Reward
.240**

Sig. (2-tailed)

.000

N
Reward

212

Pearson Correlation .240**
Sig. (2-tailed)

.000

N

212

212
1

212

**. Correlation is significant at the 0.01 level (two-tailed).
Correlation Matrix
The following Figures 7 and 8 display the correlations among worklife and reward and
the correlations with the MBI-ES for the SAP of the Mid-Atlantic region of the United States (N
= 212). A consistent pattern in the AWS correlations with the MBI-ES is that workload is more
closely correlated to emotional exhaustion than to the other two MBI-ES subscales and that
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emotional exhaustion is more closely correlated with workload than to any of the other AWS
scales.
Table 21
Correlations Matrix Dimensions of Burnout and Workload

Workload

Emotional
Exhaustion
Depersonalization

Personal
Accomplishment

Workload

Emotional
Exhaustion

Depersonalization

Personal
Accomplishment

Pearson
Correlation
Sig. (2-tailed)

1

-.574**

-.378**

.031

.000

.000

.658

Pearson
Correlation
Sig. (2-tailed)

-.574**

1

.623**

-.203**

.000

.003

Pearson
Correlation
Sig. (2-tailed)

-.378**

.623**

1

-.222**

.000

.000

Pearson
Correlation
Sig. (2-tailed)

.031

-.203**

-.222**

.658

.003

.001

.000

.001
1

**. Correlation is significant at the 0.01 level (two-tailed).
b. Listwise N = 212
Cronbach’s Alpha Coefficient
Cronbach’s alpha is not a statistical test but is a test developed to analyze the internal
reliability of the instruments utilized in this study. In psychological and behavioral testing,
questionnaires are developed in a series of questions to measure the underlying constructs. In
other words, the Cronbach’s alpha test is used to determine if the questions in the survey are
grouped together effectively (Laerd Statistics, 2018). The MBI-ES measures burnout on three
dimensions including emotional exhaustion, depersonalization, and personal accomplishment
(Maslach et al., 1996). The AWS measures six key domains, including workload, community,
fairness, control, values, and control (Leiter & Maslach, 2011).

104
Cronbach’s alpha coefficients range from .00 to 1.00, and the closer the coefficient is to
1.00, the stronger the internal reliability and stability over time. The closer the coefficient is to
.00, the weaker the internal reliability and stability is over time. Cronbach alpha coefficients
from 3.0 present a reason for a researcher to be concerned with zero indicating no reliability
whatsoever. A Cronbach coefficient of .70 or higher is considered an acceptable level of
reliability (Laerd Statistics, 2018).
Results from the Cronbach alpha test indicate that the nine subscales were moderately to
highly reliable. The emotional exhaustion and depersonalization coefficient was .76. The six
subscales of the AWS are workload – .81, Reward –.72, Community – .77, Fairness – .73,
Values – .75 and Control – .79. The Cronbach coefficient of the collective AWS is .79.
Table 22
Cronbach Alpha Coefficient Emotional Exhaustion and Depersonalization
Reliability Statistics
Cronbach’s Alpha
.766

Cronbach’s Alpha Based on
Standardized Items
.768

N of Items
2

Table 23
Cronbach Alpha Coefficient 6 Subscales of the AWS
Item-Total Statistics

Workload
Reward
Community
Fairness
Values
Control

Corrected ItemSquared
Scale Mean if Scale Variance
Total
Multiple
Item Deleted if Item Deleted Correlation
Correlation
16.668
9.274
.319
.171
15.854
7.259
.695
.502
15.717
8.454
.487
.276
16.544
7.847
.659
.488
15.736
8.388
.596
.444
15.601
8.241
.528
.333

Cronbach’s
Alpha if Item
Deleted
.810
.720
.774
.733
.750
.764
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Table 24
Correlations Matrix Dimensions of Burnout and Reward
Emotional
Selected Variables

Personal

Exhaustion Depersonalization Accomplishment

Emotional

Pearson

Exhaustion

Correlation

.623**

-.203**

-.455**

.000

.003

.000

212

212

212

212

.623**

1

-.221**

-.395**

.001

.000

1

Sig. (2-tailed)
N
Depersonalization Pearson

Reward

Correlation

Personal

Sig. (2-tailed)

.000

N

212

212

212

212

-.203**

-.221**

1

.240**

Sig. (2-tailed)

.003

.001

N

212

212

212

212

-.455**

-.395**

.240**

1

Sig. (2-tailed)

.000

.000

.000

N

212

212

212

Pearson

Accomplishment Correlation

Reward

Pearson

.000

Correlation

212

**. Correlation is significant at the 0.01 level (two-tailed).
Summary and Conclusion
The purpose of Chapter 4 was to present the results of the data analysis in order to
determine if a statistically significant association existed between burnout along the dimensions
of emotional exhaustion, depersonalization, and personal accomplishment and worklife and
reward among SAPs in the Mid-Atlantic region of the United States. In Chapter 4, details of the
data collection procedures were provided. The Pearson product-moment correlation coefficient
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procedure was utilized to analyze the research questions and hypotheses. Reliability coefficients
for the MBI-ES and worklife and reward as measured by the AWS for the sample in the current
study were given in Chapter 4. Demographic information was presented in Chapter 4.
A Pearson’s product-moment correlation was run to assess the relationship between
dimensions of burnout (emotional exhaustion, depersonalization, and personal accomplishment)
and workload and reward among SAPs in the Mid-Atlantic region. Two hundred and twelve
participants’ (N = 212) responses were analyzed. Preliminary analyses showed the relationship
to be linear with both variables normally distributed, as assessed by Shapiro-Wilk’s test (p
> .05), and there were no outliers.
The findings of the study indicate a statistically significant association exists between the
dimensions of burnout and workload and reward. Findings of the study indicate there is a strong
negative correlation between emotional exhaustion and workload and reward. I concluded there
is a moderate negative correlation between depersonalization and workload and reward. I have
concluded there is a strong positive correlation between the lack of personal accomplishment and
workload and reward. Results from the Pearson correlation testing indicated that across the
sample emotional exhaustion and depersonalization were moderately related to workload and
reward. Across the sample, personal accomplishment was moderately positively related to
workload. There was a statistically significant moderate negative correlation between emotional
exhaustion and depersonalization and workload and reward. There was a statistically significant
strong positive correlation between personal accomplishment and workload and reward.
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Chapter 5: Discussion, Conclusions, and Recommendations
Student affairs is a critical component of higher education institutions’ successful
operations across the United States. The role SAPs play in students’ lives is crucial to serving
historically underrepresented student populations. Based on the increased demands, unrealistic
expectations (Marshall et al., 2016; Mullen et al., 2018), and reductions to funding in higher
education (Pritchard & McChesney, 2018), more than 65% of SAPs are burning out and leaving
the field (Dinise-Halter, 2017; Tull, 2014).
The purpose of this quantitative, correlational research study was to determine if a
statistically significant association exists between dimensions of burnout as measured by (a)
emotional exhaustion, (b) depersonalization, and (c) a lack of personal accomplishment and
workload and reward among SAPs employed at institutions of higher education in the Northeast
Mid-Atlantic region of the United States.
The study’s scope was limited to SAPs employed in the United States’ Mid-Atlantic
region. A pilot study was conducted in the form of a small focus group. The focus group’s
purpose was to have a small group of professionals complete the survey and identify formatting
issues before data collection. An a priori power analysis was conducted to determine the
recommended sample size. The confidence level was set at 95%, and the population size was
2,644 with an anticipated medium effect size (0.3) for a fixed p‐value < 0.05 level (two-tailed).
To achieve the power value of 0.95, the medium-size effect and the sample size was calculated.
The minimum sample size was (n = 318).
An overview of the data collection methods was provided, including descriptive and
inferential statistical analysis procedures were utilized to analyze the data set. Descriptive
statistics were provided by analyzing the independent variables, dependent variables, and
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exploring the sampling frame’s demographics. Inferential statistics are presented, including
Pearson product-moment correlations and scatterplots addressing the hypotheses.
The research results suggest there is a strong negative correlation between emotional
exhaustion and workload and a moderate negative correlation between depersonalization and
workload. I concluded there is a strong positive correlation between the lack of personal
accomplishment and workload. The research suggests a moderate negative correlation between
depersonalization and reward and a moderate negative correlation between depersonalization and
reward. The study suggests there is a slight positive correlation between personal
accomplishment and reward.
Chapter 5 concludes the correlational study by providing a summary of the descriptive
and inferential conclusion. Study limitations and concerns related to generalizability are
presented and discussed. Recommendations arising from the study results and recommendations
for future research are discussed. Chapter 5 ends with a conclusion.
Discussion of Findings in Relation to Past Literature
The study’s purpose was to examine the association of burnout along the dimensions of
emotional exhaustion, depersonalization, and personal accomplishment and workload and reward
of SAPs employed in the Mid-Atlantic region of the United States. The study was executed by
collecting survey data consisting of Informed Consent, MBI-ES, AWS, and a demographic
survey. Descriptive and inferential conclusions related to the research findings are presented in
the following sections.
Discussion of Findings
Results from the Pearson correlation testing indicated that emotional exhaustion and
depersonalization were moderately negatively related to workload across the sample. Across the
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sample, high personal accomplishment was strongly related to workload. Descriptive analysis of
the three subscales revealed burnout among the sample, particularly with emotional exhaustion.
Overwhelmingly, study participants indicated higher than average positive feelings of personal
accomplishment.
The COVID-19 global pandemic of 2020 (COVID-19) may have impacted this study and
data collection for several reasons. Most institutions canceled on-site instruction and pivoted to
online education, and in many scenarios SAPs implemented this institutional charge. Many SAPs
served on the front-line of this response. Residence life and counseling health and wellness staff
may be most affected by the reaction to COVID-19. COVID-19 required many residence life and
counseling staff to remain on campus to support insecure housing students and international
students.
The study was launched in early October 2020, at the height of the post COVID fall
semester, which may have resulted in an initial lower response rates from participants. This
reality led me to include the snowballing method during the data collection phase. Second, due to
COVID-19, many SAPs were forced to work a remote or hybrid schedule. This reality may have
resulted in lower than anticipated responses. Front line SAP’s and institutional response to
COVID-19 may have impacted the survey completed when first disseminated, however, later in
the Fall, 2020 semester the response rates drastically improved.
The study as revealed higher female gender identified SAPs indicating higher burnout
scores. SAPs at public institutions were found to have higher burnout scores than those at private
colleges, community colleges, and specialized institutions. Student activities, student advocacy
and support, and residence life were of the highest functional area participants indicating high
levels of emotional exhaustion and depersonalization. Functional support areas, functional
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positions, geographic location, and institution type have significant implications on a SAP’s
workplace perceptions. Therefore, analyzing each functional area, function position, geographic
location, and institutional type and seeking inclusive perspectives of other SAPs are critical to
creating sustainability of the field.
This study informed my opinion of how the relationship between student affairs practice
and SAPs are complicated and convoluted. This study has also revealed how SAPs have full
knowledge of many self-care and well-being strategies; however, the student affairs work
environment creates barriers to eliminating burnout among SAPs. This study has also highlighted
how the frequency of burnout is directly related to individual experience. For example, a SAP
who indicated fewer burnout experiences suggested more positive institutional experiences such
as increased supervisory support, recognition, and intentionality. SAPs who showed higher
burnout experiences indicated less favorable institutional experiences, noting politics and hostile
political forces within the organization, increased workload, and the COVID-19 global
pandemic.
Furthermore, this study supported the concept of SAPs moving away from functional
area specializations and toward student affairs generalization (where appropriate) to improve
student support, maximize talent, and increase on-going professional development. This
recommendation pertains specifically to residence life, student activities, student development,
new student orientation programs, and academic advisement, to name a few. Lastly, this study
revealed the perceived impact of the business models on the field and how SAPs conceptualize
this concept related to their work. SAPs have been required to align with the notion of students
as customers and the “customer is always right” standard. Ultimately, this study has revealed
how putting students first at the expense of SAPs is problematic and results in damaging effects
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on the field (Sallee, 2020). Lastly, this study revealed how SAPs’ feel disconnected from their
leadership based on their priorities, goals, and values.
Research Questions
The research questions strongly aligned with the study’s purpose and helped guide the
administration of the study. Results from the literature review suggested there may be a link
between dimensions of burnout and employee perceptions (Maslach & Leiter, 2008), specifically
workload and reward. According to Maslach and Leiter (2008), (a) emotional exhaustion, (b)
depersonalization, and (c) a lack of personal accomplishment are the factors used to assess the
levels of burnout. The AWS scale measures workload and reward as the degree of fit or the
degree of mismatch that educators experience. A mismatch can contribute to burnout.
The main research question with subquestions explored in this study and its findings are
outlined below. The research question was: What is the statistically significant association
between dimensions of burnout measured by the MBI-ES and workload and reward measured by
the AWS among SAPs employed at Mid-Atlantic regions of the United States?
Research Question 1
SQ1. Is there a statistically significant association between emotional exhaustion and
workload among SAPs employed at institutions in the Northeast Mid-Atlantic region of the
United States? Results from the correlation analysis state there was a strong negative correlation
between emotional exhaustion and workload of SAPs. In other words, a SAP’s workload is
negatively related to emotional exhaustion.
SAPs at both public and private institutions experience similar emotional exhaustion
(Murphy, 2001; Vaughn, 2016). Burnout is directly related to increased workload, which
manifests as fatigue and emotional exhaustion (Michel, 2016; Schubert-Irastorza & Fabry, 2014).
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According to Maslach and Leiter (2008), emotional exhaustion is the most researched aspect of
job burnout since fatigue refers to physical and emotional exhaustion and chronic stress
(Maslach & Leiter, 2008).
Research Question 2
SQ2. Is there a statistically significant association between depersonalization and
workload among SAPs employed at institutions of the Mid-Atlantic region of the United
States? The correlation analysis showed a moderate negative correlation between
depersonalization and the workload of SAPs. In other words, a SAP’s feelings toward their
students is negatively related to workload.
Depersonalization is described by Maslach et al. (1996) as “negative, cynical attitudes
and feelings” about one’s [students] (p. 12). Maslach et al. describes depersonalization as rough,
hard, insensitive, and a reduced sense of self. SAPs may begin to devalue themselves, their roles,
and how they interact with students (Maslach & Leiter, 2008).
Research Question 3
SQ3. Is there a statistically significant association between reduced personal
accomplishment and workload among SAPs employed at institutions of the Mid-Atlantic region
of the United States? Results from the correlation analysis state there was no correlation between
the lack of personal accomplishment and workload of SAPs.
In short, as burnout increases, an individual’s sense of personal accomplishment
decreases (Maslach & Leiter, 2008; Michel, 2016). The reduction of personal accomplishment is
similar to negative self-talk, being hypercritical of oneself, and overwhelming negative thoughts
about one’s work (Michel, 2016). Burned-out staff may demonstrate a lack of productivity and
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proficiency in their work (Khan, 2012; Nwaogu, 2017), resulting in low or decreased perceptions
from students of the quality of services received from SAPs (Chan & Wen, 2012).
Research Question 4
SQ4. Is there a statistically significant association between emotional exhaustion and
reward among SAPs employed at institutions in the Northeast Mid-Atlantic region of the United
States? The Pearson correlation analysis indicated a moderate negative correlation between
emotional exhaustion and reward of SAPs. In other words, emotional exhaustion is negatively
related to SAP’s monetary, societal, and intrinsic expectations. A lack of reward recognition
from managers and leadership devalues both the work and the SAP’s which is closely associated
with inefficacy.
A recent study indicated, “only 28% of participants [SAPs] were satisfied with their
salaries” (Marshall et al., 2016, p. 151). Upon departure from the field, only 28% were satisfied
with their compensation, which led to seeking another career.
Research Question 5
SQ5. Is there a statistically significant association between depersonalization and reward
among SAPs employed at institutions of the United States’ Mid-Atlantic region? The correlation
analysis showed a moderate negative correlation between depersonalization and reward of SAPs.
In other words, a SAP’s feelings towards students is negatively related to a lack of recognition
from management, and their monetary, social, and intrinsic expectations.
Collectively, Lorden (1998), Mullen et al. (2018), and Marshall et al. (2016) suggested
SAPs are leaving the field for positions outside of student affairs with no plans to return; the
reasons included (a) emotional burdens, (b) financial concerns, (c) student affairs as devalued
work, (d) distance from the institutional mission, and (e) economic problems.
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Research Question 6
SQ6. Is there a statistically significant association between reduced personal
accomplishment and reward among SAPs employed at institutions of the Mid-Atlantic region of
the United States? The correlation analysis showed a slight positive correlation between personal
accomplishment and reward among SAPs. In other words, high feelings of competence and
achievement is positively related a SAPs monetary, societal, and intrinsic expectations. Higher
emotional exhaustion and depersonalization contribute to burnout, whereas higher personal
accomplishment reduces burnout (Portoghese et al., 2018).
Previous Research
A lack of longitudinal research on SAPs and burnout makes it challenging to draw
definitive conclusions on this topic. Since 2003, research has shifted to higher education
research, emphasizing faculty and SAPs and these groups’ increased front-line workload. Bender
(1980) surveyed members of the NASPA and found that although 66% of respondents were
satisfied with their jobs, only 36% said they intended to remain in student affairs for their entire
careers; 25% did not intend to stay in the profession, and 39% were undecided. Whereas,
Howard-Hamilton et al. (1998) have reported women experience higher emotional exhaustion
levels than men; specifically how men and women with different job-related experiences, and
how the impact of emotional exhaustion was different for women compared to men.
Baumgartner (1991) explored this population and reported that SAPs at private institutions had
moderate exhaustion feelings. Vaughn (2016) and Murphy (2001) have studied SAP burnout in
various regions and institution types throughout the United States. Murphy (2001) reported low
levels of burnout of chief student affairs officers (CSAO) at metropolitan institutions who had

115
little or no contact with students, suggesting a correlation between lack of student contact and
low burnout.
Murphy (2001) and Vaughn (2016) reported moderate levels of emotional exhaustion
among SAPs at public institutions. Brewer and Clippard (2002) reported average levels of
exhaustion among SAPs. Vaughn (2016) reported higher levels of exhaustion than other burnout
studies conducted, suggesting leaders at public higher education institutions in Missouri should
be aware that exhaustion among their staff members may be increasing. Therefore, further
research was needed of SAPs in the Northeast Mid-Atlantic region of the United States due to
the limited knowledge of the SAPs in this region (Murphy, 2001; Vaughn, 2016;), the recent cuts
to higher education funding in this region, and the rising costs of educating underprepared
students seeking higher education (Ruben & De Lisi, 2017).
Limitations
The COVID-19 global pandemic of 2020 (COVID-19) may have impacted this study and
data collection for several reasons. I did not develop any COVID-19 related questions in this
study design. The study design, the MBI-ES, and the AWS instruments were selected before the
pandemic occurred, therefore, further research post pandemic would be beneficial. Moreover,
this study was a one study of the population and would benefit from further longitudinal
research. I placed the demographics questionnaire at the end of the survey instead of the
beginning of the survey. Preliminary screening of respondents and inclusion of demographic
questions may have increased overall completion rates. Lastly, the MBI-ES does not factor in a
burnout profile for incomplete submissions, which prevented me from making more
generalizable predictions.
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Recommendations for Practice and Future Scholarly Research
SAPs want to be heard and feel like the message from this and other studies is given
consideration. Senior student affairs leaders are uniquely positioned to respond to, identify, and
address systemic, organizational, and localized problems that impact their SAPs’ performance
and employee perceptions. The recommendations outlined below can improve employee
retention, reduce attrition, and improve student support.
Rethinking student affairs as an eco-system is a critical element for the sustainability of
both the field and retention of SAPs (Sallee, 2020). Researchers have studied burnout among
SAPs since 1982 and refocused research efforts, after a decline, in the early 2000s (Vaughn,
2016); however, scholar-practitioners should continue research and expound on
recommendations for future research.
Rethinking student affairs also includes senior SAPs leading both systemic and
environmental change on their campuses. For example, developing structures that encourage and
reflect ongoing support of SAPs’ health and well-being allow SAPs to opt-in and create varied
work schedules that met their own personal and professional needs. Senior student affairs
leadership can develop shared responsibility models; therefore, staff responses to crisis and
emergent issues are shared.
Rethinking the workplace’s environmental conditions can positively impact the person
and their workplace lived experiences (DuBois & Mistretta, 2019). Environmental conditions
result from the organizational culture and are a collection of beliefs, assumptions, and values
held by the SAPs at each institution. Additionally, environmental conditions can impact how
SAPs perceive how they should respond to stress and student concerns.
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Senior student affairs leaders should reevaluate the idea of an “inquiry v. crisis” when
responding to student needs (Sallee, 2020). Leadership can model the way and support the
creation of boundaries and setting realistic expectations for students. Leaders can become more
inclusive in seeking the voices and lived-experiences of a diverse cross-section of SAPs before
leading any change. Seeking varied perspectives will increase the likelihood of buy-in and
acceptance from one’s constituency.
Recommendations: Workload
Workload can make SAPs feel exhausted by being consistently overwhelmed and
experiencing feelings of stagnation. Senior student affairs leaders counteract this system issue by
analyzing their division from an organizational lens. Senior student affairs leaders can:
1. Analyze, reallocate, and realign workload between groups and individuals as necessary.
Try to build task diversity and job enrichment into the work.
2. Enlist advocates and front-line SAPs to realign workflow processes. Senior student
affairs leaders should engage their front-line staff in this process since they work directly
with students (DuBois & Mistretta, 2019).
3. Empower advocates and front-line SAPs to specify impediments and implement solutions
(Portoghese et al., 2018).
4. Be transparent. Educate staff on how decisions are made, especially related to allocations,
polices, and workload. Encourage SAPs to communicate and make staffing contributions
(DuBois & Mistretta, 2019).
5. Set the example. Senior student affairs leadership strongly influence environmental
conditions. Senior student affairs leadership sets a positive example of self-care by
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working at a reasonable and sustainable pace while encouraging SAPs to do the same
(DuBois & Mistretta, 2019).
6. Evaluate feedback. Take time to collect, analyze, and integrate SAPs’ feedback to
improve student support and advocacy within the division.
7. Address staffing deficiencies through cross-training and hiring when appropriate. Crosstraining is an opportunity to engage interested professionals in increasing professional
development, maximize talent, and improve student support and efficiency. Crosstraining may reduce attrition rates by providing new skills for aspiring SAPs.
8. Develop and implement an integrated strategy for policies, procedures, and workflow
process improvements based on the leader-employee collaboration.
9. Follow-up with the enlisted advocates and front-line employees after some time. Gather
feedback and make changes as needed. Repeat this process.
Recommendations: Reward
Reward is a critical component to support SAPs and reducing attrition in the field. SAPs
who feel undersupported, underappreciated, and undercompensated can result in retention
challenges. Senior student affairs leaders can:
1. Conduct a benchmark compensation comparison with human resources and other
stakeholders to pay and compensate against academic standards. Work with the key
stakeholders to adjust and align as appropriate and applicable.
2. Develop a recognition program and acknowledge excellence amongst stellar SAPs.
Collaborate with university leadership (i.e., the university president) and submit to
campus publications to increase public acknowledgment and recognition.
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3. Consider creative alternative job perks. Job perks are an opportunity for senior student
affairs leadership to demonstrate their appreciation to their staff and gratitude for their
work.
The NASPA Sustainability Knowledge Community (SKC) is designed to advance
sustainability practices through its members’ education and activation. A goal of the SKC is to
educate and provide an essential dynamic of increasing sustainability. I recommend that SKC
integrate sustainability concepts of retention and attrition of SAPs.
Lastly, a call to action with a sense of urgency is critical to addressing the attrition and
retention issues and leading systemic and environmental changes. For example, national leaders
from NASPA, ACPA, and CAS should prioritize, discuss, and analyze the recommendations of
this study and other scholars’ studies, such as work by Marshall et al. (2016), Dinise-Halter
(2017), Du Bois and Mistretta (2020), Lynch and Glass (2019), and Sallee’s (2020) book titled
Creating Sustainable Careers in Student Affairs: What Ideal Worker Norms Get Wrong and How
to Make it Right to inform senior student affairs and higher education leadership practice.
Recommendations for Scholarly Research: Rethinking Student Affairs
Recommendations for future scholarly research are as follows:
1. Conduct a qualitative research design of burnout and employee perceptions of SAPs of
the United States’ Mid-Atlantic region. While this research provided an adequate sample
size, many participants included qualitative feedback. A qualitative method would
expand this research to gain more insight into SAPs’ experiences with burnout and their
employee perceptions.
2. Replicating this study in other environments might result in beneficial information to
clarify how burnout impacts SAPs. Duplicating this study in different geographic regions
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allows comparing and contrasting the results to further explain the burnout phenomenon.
Replication studies may also contribute to the body of literature and existing research of
student affairs and SAPs.
3. Expanding the current study’s scope by conducting a quantitative correlational study of
burnout and employee perceptions of SAPs of the Mid-Atlantic region focusing on the
additional four AWS characteristics: control, community, fairness, and values. Expanding
the study may contribute to the literature and existing research of student affairs and
SAPs.
4. Conduct a study of midlevel residence life SAPs and burnout and the ideal worker norm
(Williams, 2000) theoretical framework. This study suggested higher levels of burnout
among residence life professionals. Additionally, scholars are analyzing SAPs and the
field with the ideal work norm framework. Conducting a study of these constructs would
expand the body of knowledge of the field. Rethinking student affairs as an eco-system is
a critical element for the sustainability of both the field and retention of SAPs (Sallee,
2020).
5. Explore the impact of the COVID-19 Global Pandemic of 2020 on front-line SAPs
focusing on residence life and student activities. COVID-19 impacted the lives of many
front-line workers. Institutions were forced to pivot to online instruction, and SAPs were
responsible for implementation. A study exploring the impact of front-line SAPs may add
to the field of literature.
6. Conduct a comparative meta-analysis study on recent burnout, compassion fatigue, and
SAPs data. Bender (1980), Baumgartner (1991), Murphy (2001), Brewer and Clippard
(2002), and Vaughn (2016) conducted studies of various SAPs in diverse locations and
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institutional types. A comparative meta-analysis would be beneficial to the field and
provide an overview of the conducted research.
7. Explore burnout on varied identity groups, including people of color, mothers, fathers,
LGQTQA+ members, and other marginalized communities and how they navigate work
life issues. Student affairs is a field that attracts people from various diverse identities.
Using a qualitative method with a small sample might provide more in-depth information
not available in closed-ended quantitative questions.
8. Explore and further understand the neurological and health impact of SAPs and burnout.
The exploration should focus on interventions and effective strategies to reduce the
prevalence on SAPs and student affairs practice.
9. Conduct a longitudinal research design that explores on how burnout develops and varies
overtime among a cross-section of SAPs, and how interventions can be utilized to
obstruct the development of burnout and mitigate its potential negative consequences.
Conclusions
Burnout has been established as a scientific concept since 1981. The study of burnout has
been explored across multiply disciplines, occupations, and professions. Burnout is a severe
problem affecting many higher education institutions, their professionals, and the students they
serve. Student affairs is a phenomenal field designed to support the needs of students. However,
higher education expectations, especially as students become more willing to share their trauma
and rely on SAPs, have taken a toll on SAPs’ emotional well-being. Moreover, due to the drop in
funding to higher education and the increased demands, SAPs are forced to serve more students
with fewer and fewer resources (Lynch & Glass, 2019; Marshall et al., 2016). An increased
understanding of burnout and its impact on the student affairs field may help reduce attrition,
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therefore improving students’ quality of services and ensuring a pipeline of qualified student
affairs leadership for the future.
Baumgartner (1991) has explored this population and reported that SAPs at private
institutions had moderate exhaustion feelings. A lack of longitudinal research on SAPs and
burnout makes it challenging to draw definitive conclusions on this topic. Since 2003, research
has shifted to higher education research, emphasizing faculty and SAPs and these groups’
increased front-line workload. Brewer and Clippard (2002) reported moderate levels of
exhaustion among SAPs. Murphy (2001) and Vaughn (2016) have explored SAP burnout in
various regions and institution types throughout the United States. Murphy (2001) and Vaughn
(2016) reported moderate levels of emotional exhaustion among SAPs at public institutions.
Pearson correlation coefficients calculated a robust negative correlation between
emotional exhaustion and workload and a moderate negative correlation between
depersonalization and workload. I uncovered a strong positive relationship between the lack of
personal accomplishment and workload; whereas to the contrary my study revealed a moderate
negative correlation between depersonalization and reward and a moderate negative correlation
between depersonalization and reward. Lastly, the study suggested a slight positive correlation
between personal accomplishment and reward. In short, study findings evidence that SAP
burnout is adversely related to emotional exhaustion and workload.
Cronbach’s alpha coefficients were calculated to confirm the internal consistency of the
three subscales of the MBI-ES and the two subscales of the AWS. Results from the Cronbach
alpha test indicate that the nine subscales were moderately to highly reliable. The emotional
exhaustion and depersonalization coefficient was .76. The six subscales of the AWS are
workload – .81, reward – .72, community – .77, fairness – .73, values – .75, and control – .79.
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The Cronbach coefficient was the collective AWS is .79. Satisfactory alpha coefficients confirm
the reliability of the subscales, which measured the constructs for this study. These levels support
internal consistency and strengthen the legitimacy of the recommendations and conclusions.
This study is distinctive for addressing SAPs’ lived experiences by analyzing emotional
exhaustion, depersonalization, personal accomplishment, and workload and reward in a single
research experience. This study provided a powerful insight into the field of student affairs. This
study also contributes to existing research by providing quantitative and empirical results
regarding burnout and employee perceptions among SAPs. The findings from the study repudiate
and validate conclusions from previous student affairs research. The insights and data gleaned
from the results may elucidate factors associated for senior student affairs leaders in addressing
SAPs’ burnout, retention, and attrition rates.
Chapter 5 contained a summary of the research questions and the hypothesis, an overview
of the descriptive and inferential findings from the earlier chapter, and a discussion. The chapter
discussed the limitations and generalizability concerns. I provided study recommendations, and
results were provided for SAPs. The chapter concluded with future research and a conclusion.
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